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Chair’s foreword

On31December2015theFinancialArbitrationBoardclosedthefifthyearofitsoperation.TheBoardwas
establishedon1July2011byActCLVIIIof2010ontheHungarianFinancialSupervisoryAuthority;initiallyit
wasoperatedbytheHungarianFinancialSupervisoryAuthority;later–afterthedissolutionoftheHFSAin
2013–theMagyarNemzetiBankassumedtheroleoftheoperatingandfinancingorganisationfrom1October
2013.FromthistimeitsoperatingconditionsandfinancinghavebeenprovidedbytheMagyarNemzetiBank,
whichundertakestofostertheefficientoperationofthefinancialintermediarysystem,aswellastheresolution
ofdisputesinafast,freeandmostreassuringwayforallinthefutureaswell.

Inthefirstfouryearsofitsoperation–between1July2011and31December2014–theBoardreceived
altogether12,921petitionsfromconsumers,andallofthem–withtheexceptionof552cases,thatwereonly
settledin2015–wereclosed.Forthesakeofcomparison:thenumberofnewcasesin2015was20,353.This
wasduetothefactthat–inadditiontothecontinuedfulfilmentoftheconciliationdutiesasusual–theBoard
becametheprimaryforumforlegalremedies,asstipulatedinSections21-22ofActXLof2014,inmatters
relatedtosettlementswithregardtotheinvalidcontractualprovisionsoftheconsumers’ loancontracts,
themodificationofsomeofthesecontractsandtheconversionoftheunderlyingloansintoforint.Lastyear
wasadifficultonefortheBoard.Ithadtobereadytomanageavolumeofcasesinanappropriatemanner
thatexceededthetotalnumberofcasesmanagedinthepreviousfouryearsinaggregate.Newruleswere
adopted,whichrequiredneworganisationofwork,majorchangesintheorganisationalstructure,different
workingmethods,largerstaff,ITandphysicalinfrastructuredevelopment,andlastbutnotleast,considerable
professionalpreparation.Werefreshedourwebsitetoprovideinformationinamoreattractiveanduser-friendly
environmentofferingusefuldatacontent.Moreover,theserequirementshadtobesatisfiedsimultaneously
andwithinaverylimitedtime,meanwhilecontinuouslymonitoringthecentralbank’ssupervisoryactivity
relatedtothesettlement,thuspreparingforthefulfilmentofourdutiestothefull.

Until 31 December 2015 the Board received 15,562 settlement petitions related to foreign currency-
denominatedcredits,loansandleasetransactions,andatthetimetheendoftheyearwasapproachingthe
firstclaimsforlegalremedy,relatedtoforeigncurrencyandforintloans,aswellastotheearlyrepaymentat
preferentialexchangerate,alsostartedtoappear.Theremaining–altogether4,791–petitionsweretraditional
conciliationissues,i.e.notrelatedtothestatutorysettlement.

ThenatureandtheroleoftheBoardhaveconsiderablychangedin2015.TheBoardperformednotonly
conciliation, but it was also burdenedwithmajor decision-making obligations, thereby establishing an
unprecedentedpracticeinalternativedisputeresolution.

Ournewroleandtherelated,notatallnegligible,tasksalsonecessitatedthemodificationoftherulesin
theMNBAct,regulatingthegeneraloperationoftheBoard,therebyfacilitatingtheresolutionofthecases
fasterandinlargervolumesthanbefore,withtheparticipationofoneboardmemberandoneminute-keeper
insteadofhearingsheldbythree-memberpanels.TheNationalAssemblyenactedourpreviouspracticeofalso
addressingcasesofequity,because–ascircumstancespermit–wewouldliketocontinuehelpingfinancial
consumersunabletofulfiltheirobligationsthroughnofaultoftheirownbyprovidingaforumforthem,where
thefinancialserviceproviderscouldconsiderattheproceedingconductedwithuswhethertheyareableor
willingtomakeadecisionbasedonequitableprinciples.

Wemanagedtoachieveremarkablesuccessesjointly,forwhichIthankallpetitionersandfinancialservice
providersinvolved.
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Letmeexpressmyspecialthankstothosefinancialserviceprovidersandtheirrepresentativeswhocooperated
andmadetheirbusinessdecisionsnecessaryforreachingacompromisein1,048cases.Iamparticularlygrateful
fortheattitude,understandinganddecisionsofthoseserviceprovidersthatenabledtheBoardtoapprove
acompromisein103settlementcases.Ialsothankthoseserviceproviderswho,notwaitinguntilthestartor
endofourproceedings,reachedanextra-proceduralcompromisewiththeircustomers.

Theyear2016willalsobringconsiderablechallengesforus,asweneedtoclose4,162pendingsettlement
disputesrelatedtoforeigncurrency-denominatedloansand889pendingconciliationprocedures;inaddition,
wehavetobereadytoconductthelegalremedyproceedings–inaccordancewiththespecialsettlementrules
–relatedtoforint,foreigncurrencyandpreferentialearlyrepaidloanandleasecontractsinroughlythesame
volumeaslastyear.Wearewellpreparedfortheseduties.Webelievethatevenintheabsenceofaspecial
legalremedyrulewehavetoexpectalargevolumeofclaimsrelatedtotheconversionofcarfinanceloansinto
forint,whichwewillbeabletomanageintheformofconciliationproceedings.Wearereadyforthisaswell.

InApril2016wewillmovetoanewlocation.FromtheendofAprilwewillreceiveourcustomersinnew
meetingroomsatthegroundflooroftheCapitalSquareOfficeBuildinginthe13thdistrict;ourpostaladdress
andpostboxwillnotchange.AllinformationandcurrentnoticesrelatedtotheoperationoftheBoardwillbe
availableonourwebsiteatwww.penzugyibekeltetotestulet.huin2016aswell.

Justasbefore,Irequestthecooperationofallpetitionersandinvolvedfinancialserviceprovidersforour
mutualsuccessin2016.

 Dr.ErikaKovács 
 Chair of the Financial Arbitration Board
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1 Governance, organisation, operation 
and statutory environment of the 
Board in 2015

TheinternalorganisationoftheBoardunderwentsignificantchangesduring2015anditsnumbersincreased;
itstotalregisteron31Decemberwas50persons(chair,officedirector,25membersand23principaloffice
workers).TheBoardisstillmanagedandcontrolledbythechair,but–ifprevented–theofficedirectoris
entitledtosubstituteher.Thenumberofthedepartmentsthatcomprisethemembersisfive,threeofwhich
attendedtothelegalremedycasesrelatedtothesettlementdisputes,whiletheremainingtwodepartments
dealtwithtraditionalconciliationcases.Accordingly,theofficestaff,withasmallerworkforce,performedthe
administrationofthetraditionalconciliationcasesandtheminute-keepingoftheproceedingsconductedby
singleboardmembers,whilethegreaternumberofthemperformedtasksrelatedtotheadministrationof
thesettlementcases.

1.1 ORGANISATION

TheOfficewithintheBoardwasestablishedin2014;theBoardmemberswereorganisedintoadepartmental
structurein2015.Accordingly,attheendof2015theBoardcomprisedofthechair,theofficedirector–who
arealsoBoardmembers–anadditional25Boardmembersand23officestaffmembers.Newpositionswere
alsoestablished;thusthemembersandthestaffdealingwithadministrativedutiesweresupplementedby
conciliationexperts(mediators)andaspokesperson.Theincreaseinthetotalnumbercomparedtotheasof31
December2014wasattributabletocasesrelatedtothemandatorystatutorysettlement,anditmaycontinue
during2016aswell,ifthenumberofnewcasesreceivedandtheworkloadofthestaff,aswellastheneedto
closecaseswithinthedeadlinejustifiesdoingso.

TheBoardmemberswereorganisedintofivedepartments.Accordingtothedivisionoflabouramongthe
individualdepartments,threedepartmentsdealtwithlegalremedycasesrelatedtothestatutorysettlement
ofcredit,loanandfinanciallease(includingcarfinancecases)transactions,whilethestaffoftwodepartments
handledotherbankingcases, i.e.notrelatedtothestatutorysettlement,thusthedisputesthatarose in
respectoftheservicesprovidedbycreditinstitutions,financialenterprises,insurers,fundsandinvestment
serviceproviders.

Theworkofthedepartmentsisorganisedbythedepartmentheads,whoareresponsibleforensuringthat
casesassignedbytheofficetothedepartmentsaresettledbythedeadlinesandinaccordancewiththe
legalprovisions.Membersofthepanelsactinginspecificcasesorsinglememberboardsinspecificcasesare
appointedbythedepartmentheadsoftheirmembers.Theymonitorpendingcasesandensurethatdeadlines
areobserved.Theyensurethattheworkloadisdistributedproportionately;theyreporttothechaironthe
experiencesgainedduringtheoperatingactivities,processtheseexperiences,andmakeproposalsforthe
legislationormodificationoflaws.Thepersonalcompositionoftheactingpanelsisnotconstant,andmayalso
changeduetoworkorganisationalreasonsorforreasonsofprevention.Pursuanttothelegalprovisions,in
casesrelatedtothestatutorymandatorysettlementstheBoardalwaysactedinthree-memberpanels,while
traditionalconciliationcases,i.e.“general”cases,werecharacterisedbysingle-personproceedings.During2015
morethan90percentofsuchcaseswereheardbysinglememberboardssupportedbyoneminute-keeper.

TheOffice supports theworkof theactingpanels and themembers; it performs themajorpartof the
administration,anditsstaffalsoparticipateinothertasksrelatedtotheoperationoftheBoard.TheOffice
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ismanagedbytheofficedirector,who–inadditiontohispowerstosubstitutethechair–seestothetimely
performanceofadministrativetasks,assignscasestotheindividualdepartmentsensuringequaldistribution
oftheworkload,operatesthecaseregistrationsystem,managesthearchivingwork,seestotheexistence
andupdatingoftheapplieddocumenttemplates.InrespecttolitigationsheliaiseswiththeAdministrative
LitigationDepartmentandinrespecttosettlementcaseswithnon-litigiouscourts,seestothepreparation
andpublicationofnecessaryandregularstatistics.Incaseswhenthelackofcompetencecanbeestablished
withoutrequestingadditionaldocuments,heensuresthatcasesarerejectedortransferred,liaiseswithother
conciliatorybodies,theConsumerProtectionDirectorateandtheFinancialConsumerProtectionCentre.

1.2 GOVERNANCE

ThechairrepresentstheBoardwithinandoutsidetheorganisationoftheMagyarNemzetiBank,liaiseswith
theseniormanagersofthecentralbank,seestothelegitimateoperationandgovernance,andreportsonthe
workoftheBoard.ShelaysdowntheoperatingregulationsoftheBoardinadirective,alsopublishedonthe
websiteoftheBoard.

Withinherpowersofgovernancethechairdeterminesthefunctionalprinciplesoftheorganisation,ensures
theefficientoperationoftheBoardandtheconsistencyoftheapplicationoflaw.

ThechairdefinesthebasicrulesoftheBoard’sinternaloperation,determinestheinternalorganisational
structure,decides–injustifiedcases–theprolongationoftheproceduraldeadlineofcertaincasesforone
occasionwithamaximumof30days.

Thechairexercisesdirectrightsinrespectofthefulfilmentofthejobresponsibilitiesoftheofficedirectorand
thedepartmentheads,seestotheequaldistributionofcasesamongthedepartmentsandhasgovernance
rightsinrespectofallemployeesoftheBoard.Sheensuresandmakesotherstoensuretheprofessional,
technicalandmaterialconditionsoftheoperativefunctions,makesproposalsannuallyforthenumberofthe
Boardalignedwiththevolumeoftasksanddeterminesthedateanddurationoftherecesses,aswellasthe
rulesofgrantingpaidleaves.

1.3 OPERATION

TheoperationoftheBoardisbasedontherulesstipulatedinSections96-130ofActCXXXIXof2013onthe
MagyarNemzetiBank(MNBAct)andinSections21-22ofActXLof2014(SettlementAct).AccordingtoSection
21(2)ofthelatterActtherulesstipulatedintheMNBActinrespectoftheoperationoftheBoardmustbe
appliedwiththederogationssetforthinSections21-22,i.e.casesrelatedtothesettlementsnecessaryin
viewoftheinvalidcontractualprovisionsoftheconsumerloancontract,themodificationandconversionof
suchcontractsintoforint,aregovernedbyspecialrules.TheOperatingRegulationsoftheBoardhavebeen
modifiedaccordingly.

From1January2015theMNBActpermits–bymodifyingSection98(1)–theBoardtoactinsinglemember
BoardsincaseswheretheamountindisputeisbelowHUF50,000orincasessubjecttosimplejudgementand
alsoinallcasesofequity.Basedonthisrulethenotionof“casesubjecttosimplejudgement”wasdefinedinthe
OperatingRegulationsandasof1FebruarytheBoardappliedthispractice.Accordingtoanothermodification
introducedfrom1January(Section112(6))theBoardmaybeinrecesstwiceayear,i.e.inJulyandAugust
duringthesummerandinDecemberandJanuaryduringthewinter,adoptingthepracticeofthecourtsand
therebyalsotakingintoaccounttheholidaysoftheserviceproviders’legalrepresentatives,whoaremostly
lawyers.Thedurationoftherecessmaybe8-15workingdaysperoccasion.In2015therecesswasbetween
22Julyand10Augustandbetween11Decemberand4January2016,whichwasannouncedonthewebsite
atleasttwomonthsinadvance.Thedurationoftherecesses–similartothecourtpractice–doesnotcount
forthepurposeofcalculatingproceduraldeadlines.
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TheMNBActwasalsochangedon7July,whenitintroducedtheso-calledformalrequirement,i.e.Section
104(2) providing for private individual consumers to submit their petitions –with the exception of the
petitionsofequity–ondedicatedforms.Forthispurposefourpetitionforms,asspecifiedinAnnexes1-4,
weredeveloped,ofwhichformNo.150istobeusedfordisputesnotrelatedtothestatutorysettlement,
whileformsNo.151,152and153shouldbeusedforsettlement-relateddisputes.However,theBoarddidnot
rejectanypetitionthatwasnotsubmittedonthestandardform.Insuchcasestheactingpanelsrequested
thatconsumers,aspartofthesupplementationprocedure,shouldusetheforms.Thepetitionformusedfor
cross-bordercases,asspecifiedinAnnex5,hasnotchanged.

TherulessetforthinSections21-22oftheSettlementActwerealsochangedduring2015;thesechanges
enteredintoforceon18May2015.Accordingtotheamendments,theproceedingsinsettlementcasesare
conductedinwriting,but–dependingonthecircumstancesofthecase–theactingpanelhastheopportunity
toholdahearing;furthermore,theproceedingmustbesuspendedifotherpersons,entitledtolegalremedy,
alsoinitiatedaremedyprocedure,butatadifferenttime.

During 2015 theOperatingRegulationswere changed fourtimes in total due to the legislative changes
mentionedabove.Thefirstchangeenteredintoforceon1January2015,introducing,inadditiontopanel
proceedings,therulesapplicabletosingle-personproceedingsanddefiningthenotionofequitycases.The
secondchangewasintroducedon2MarchduetotheSettlementActandtherelatedstatutoryprovisions,which
causedtheBoardtobecometheprimaryremedyforuminsettlementcases.Thethirdchangebecameeffective
on18May,whentheamendmentsoftheSettlementAct’saforementionedprovisionsenteredintoforce,
whiletheeffectivedateofthefourthchangewas3August,whentheBoardwasorganisedintodepartments,
whichreplacedtheformerworkinggroups.Duringthislattermodification,inviewoftheprovisionoftheMNB
Actthatintroducedtheformalrequirement,formNo.150wasannounced,andduetothenatureandlarge
numberofsettlementcases,theformercustomerservicedutieswereassumedbytheMNB’scentralcustomer
service.Simultaneouslywiththislattermodification,theOperatingRegulationsweresupplementedwithtwo
newannexes,i.e.therulesofregisteringthesubmissiondeclaration(Annex9)andtheregulationgoverning
therulesofdatacollectionandthemanagementofdataassets(Annex10).

Theprocedurescouldonlybelaunchedupontheprivateindividualconsumers’petitionin2015aswell;the
consumerscould,attheirdiscretion,alsoactviaaproxy.Residentprivateindividualconsumerswhohad
adisputewithanon-residentfinancialserviceprovidercouldalsoinstituteproceedings.However,thenumber
ofsuchcross-borderdisputeswasnegligiblelastyearaswell.
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TheaccelerationoftheproceedingisanimportantconsiderationfortheBoard.ThusamajorfunctionalIT
developmentwasperformedinthecaseregistrationsystemandaseparatesystemwasdevelopedforthe
managementandregistrationofsettlementcases,separatingthemfromtraditionalconciliationcases.The
contentoftheformsintroducedin2014wasalsosimplifiedwithaviewtoacceleratetheprocedureandthe
operation,andtomakethemeasy-to-understandforconsumers.TheBoardmaintaineditspreviouspractice,
accordingtowhichuponhearingsthecustomersreceivetheinstruments(minutes,resolutionapprovingthe
compromiseandotherresolutions)generatedasaresultoftheproceeding,therebysavingtimeandcoston
mailing.FromFebruary2015thenumberofmeetingroomsincreasedfromseventoeleven.

1.4 LEGAL ENVIRONMENT

ThebasisandthelegalframeworkfortheoperationoftheFinancialArbitrationBoardareprovidedbythe
MNBAct.TheBoardperformsthedutiesdelegatedtoitbasedontherulesspecifiedthereinandinaccordance
withtheoperatingprinciplescomplyingwithCommissionRecommendation98/257/EC.Theprinciplesofits
operationarereflectedintheMNBActintheformofspecificstatutoryprovisions:

1. Independence

TheBoardisanindependentorganisation–whichcannotbeinstructed–operatingwithintheorganisational
frameworkoftheMagyarNemzetiBank,theindependenceofwhichappliesnotonlytotheBoard,butalsoto
itschairandmembers.ThechairoftheBoardisappointedfor6years,whosemandatemayonlybeterminated
inthecasesstipulatedintheMNBAct—Sections96(2),97(2),100(1),(2)(4)and101(4)oftheMNBAct.

2. Transparency

TheBoardprovidesinformationonitsactivityandrulesapplicabletoitsoperationonitswebsite(www.mnb.
hu/bekeltetes)onacontinuousbasis,initsannualreportanduponrequest–Sections99,115and129-130
oftheMNBAct.

3. Adversary procedure 

Intheproceedingsthepartiesareprovidedwiththeopportunitytoappearatthehearingsinpersonand
presenttheirviewpointbothorallyandinwriting,whilethefinancialserviceprovidersaffectedbythepetitions
areobligedtocooperate–Section108oftheMNBAct.

4. Efficiency

TheproceedingsoftheBoardarefast;theactingpanelsetsthedateofthehearingwithin60daysfromthe
receiptofthecompletepetitionsandconcludestheproceedingswithin90days.Thisdeadlinemaybeprolonged
bythechairononeoccasionpercasebymaximum30days.Theprocedureisfreeforboththepetitionerand
thefinancialserviceprovider,buttheincurredcosts(ifany)arebornebytheparties–Sections106(3)and
112(5)oftheMNBAct.

5. Legality 

AllmembersoftheBoardareexperiencedemployeesoftheMagyarNemzetiBankandholdadegreeinlaw
andpassedthebarexamand/orholdadegreeineconomics,andgainedexperienceinoneofthefieldsof
thefinancialsectorand/orincourt.Allemployeesperformtheirworkinaprofessionalmanner,withthe
knowledgeofandrelyingontheapplicablelaws.Themembersareindependentandunbiasedinthespecific
casesmanagedbythem–Sections97(1),(3)and98(4)–(7)oftheMNBAct.
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6. Liberty 

Thedecisionspasseddonotprejudicetherightoftheconsumerstogotocourt,asthelawprovidesforseeking
remedyatthecourtagainsttherecommendationandobligatoryresolutionsoftheBoard–Sections116–117
oftheMNBAct.

7. Possibility of representation

PrivateindividualpetitionerconsumerscanparticipateintheproceedingsoftheBoardbothinpersonwithout
aproxyorviaaproxy.Theproxymaybeanynaturalorlegalperson,aswellasentitieswithoutlegalstatus.
Thepetitionermayparticipateintheprocedureatthehearingsinpersonevenifhewishestoberepresented
byaproxy.Financialserviceprovidersarerepresentedbytheirrepresentatives,whomaybetheemployees
oftheorganisationorlawyers–Act110oftheMNBAct.

Theproceedingsinitiatedbyprivateindividualconsumersmaybebroughtagainstthefinancialorganisations
subjectedtothelicensingandsupervisoryauthorityoftheMagyarNemzetiBank.Theseorganisationsmay
freelydecidewhetherornot,intheabsenceofacompromise,theysubmitthemselvestothedecisionofthe
Board.Theymaydosoinadvanceandgenerally,i.e.withoutknowingthespecificcase(s)oradhoc,oralsoon
astand-alonebasis,withtheknowledgeofthespecificcase.Inthefirstcasetheyannouncethesubmission
andthescopethereof,whichisregisteredandpublishedbytheBoardonitswebsite.(Annex6)In2011,the
yearoftheBoard’sestablishment,already69serviceprovidersmadegeneraldeclarationofsubmission.Bythe
endof2012theirnumberincreasedto73,whichdidnotchangein2013.In2014and2015thelistincluded
74financialserviceprovidersthatmadesuchageneraldeclarationofsubmission.Althoughthetotalnumber
ofserviceprovidersthatmadesubmissiondeclarationstagnated,thelistofserviceproviderschangedyearby
year.Newserviceproviderswereaddedtothelist,whileduetomergersandwinding-upprocedurescertain
serviceprovidersweredeleted.BesidetheMNBActservingasbasisfortheoperation,theprofessionalactivity
oftheBoardwasinfluencedandgovernedbyanumberofotherlawsin2015aswell.Forthelistoftheselaws
seethewebsiteandAnnex7.Thevolumeofthelawsgoverningthefinancialsectorisconsiderablebothin
termsoftheirquantityandlength.ThenumberoflawsappliedbytheBoardduringitsproceedingsis83,of
which44lawsrelatetothefinancialmarketsector(creditinstitutions,financialenterprises,intermediaries),
10totheinsurancesectorand11tothecapitalmarketsector,and5lawsgovernandapplytothefunds
market.Inaddition,thereare13lawsaffectingallfoursectors,theprovisionsofwhichtheBoardmusttake
intoconsiderationwhenmakingitsdecisionsandresolutionsontheapprovalofthecompromise.
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2 National and international relations

TheBoardperformsitsactivityinBudapestattheaddressofDistrictI,Krisztinakrt.39;theBoardwillnotbe
presentoutsideBudapestinthefutureeither,thereforeitsnationalrelationsthathelpprovideinformationto
theconsumersandfacilitatesoasmanypetitionersaspossiblecangainaccesstotheBoardwhennecessary,
remainimportant.

TheCooperationAgreement,inplacesince2014,facilitatesthattheBureausofCivilAffairs(“kormányablak”)are
atthefinancialconsumer’sdisposalat20locationscountrywidetoprovideassistance,andtoacceptandforward
submissionsfromthemnotonlytotheBoard,butalsototheMagyarNemzetiBank.TheBureausofCivilAffairs
providereliableinformationinrespectoftheoperationandproceedingsoftheBoardtoprivateindividualconsumers
contactingthem,alsohelpingthemfillintheformstoinitiatetheproceedingoftheBoardandforwardingthose
directlyandfreeofcharge.ThelistoftheBureausofCivilAffairsacceptingconsumerpetitionsisincludedinAnnex8.

The Network of Financial Advisory Offices, established by FOME (the Hungarian Consumer Protection
Association)byprovidingfreeandunbiasedconsumerprotectionadvisoryservices in11countyseatsof
Hungary,hasalsobeen–andwillbeinthefuture–animportantpartnerfortheFinancialArbitrationBoard.The
essenceoftheservicesprovidedintheadvisoryofficesisthattheconsumerscanavailthemselves–inperson,
overthephone,bye-mailorletter–ofthemostefficientsolutiontosettletheirfinancialcomplaintsandget
advicewithregardtolifestyle,householdandfinancialmanagement,andhaveaccesstousefulpublications
thatmayhelptheminrespectofcertaindisputesorcomplaints.TheOfficeNetworkalsoexplainstothe
consumershowtoturntotheBoard,iftheyneedtodoso.Inadditiontoadvisoryservices,experts,lawyers
andeconomistsworkingtherehelpcompletethepetitionformsandcontributetothepreparationofthe
submissionsuntiltheyarereadytobeposted.Thecontactdetailsandaddressesofsomeoftheofficeshave
changed;thecurrentlistisincludedinAnnex9.

For efficient consumer protection and successful financial mediation, the Board also deems extensive
internationalcooperationimportant.ThepartnershipwithEuropeanandnon-Europeanalternativedispute
resolutionforumsandtheexchangeofinformationandexperiencesgainedduringtheproceedingscontributeto
makingfinancialconsumerprotectionmoreefficient.Theexperiencesofrecentyearsclearlygiveevidencethat
internationalcooperationiscapableofincreasingthesuccessoffinancialmediationbyagreatdealanddefinitely
improvesthequalityofmediationmechanismsandprocedures.TheFIN-NetandtheINFONetwork,aswellas
theindividualorganisationsparticipatinginthese,playanoutstandingroleintheBoard’sinternationalactivity.

TheFIN-NetnetworkisaEuropeansystemoperatingwithintheEuropeanEconomicArea(thememberstates
of theEuropeanUnion, Iceland,LiechtensteinandNorway),aEuropeanorganisationestablished for the
alternativeresolutionofcross-borderfinancialdisputesbetweenconsumersandfinancialserviceproviders.Its
namecomesfromtheabbreviationofitsEnglishname,i.e.FinancialDisputeResolutionNetwork.TheFIN-Net
networkwasestablishedin2001basedonthedecisionoftheEuropeanCommission,andnowitincludesover
70organisationsthatdealwithsomeformofalternativedisputeresolution,suchasconciliation,arbitrationor
mediationineachmemberstate.TheBudapestConciliationBoardisalsoamemberofthenetwork.FIN-Net
helpsconsumersresolvetheirdisputeswithafinancialserviceprovider–bank,insurer,investmentfirm,etc.–
operatinginadifferentmemberstate,relyingonthealternativedisputeresolutionforumofthegivencountry.
Thesecasesarereferredtoascross-borderconsumerdisputes,therulesofwhicharestipulatedinSection125
ofActCXXXIXof2013ontheMagyarNemzetiBank,whichgovernsdisputeswheretherespectiveconsumer’s
homeaddressorhabitualresidenceisinHungaryandtheseat,businesssiteorpermanentestablishment
oftheorganisationsubjecttooversightbytheMNBisinadifferentstatethatispartytotheTreatyonthe
EuropeanEconomicArea;ortherespectiveconsumer’shomeaddressorhabitualresidenceisinanotherEEA
state,whiletheseatoftheorganisationsubjecttooversightbytheMNBisinHungary.
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Therulespertainingtotheinitiationandconductingoftheproceedingsinthecaseofcross-borderfinancial
consumerdisputesareslightlydifferentfromthoseofthegeneralproceedings.Iftheconsumerhasahome
addressorhabitualresidenceinHungary,whilethefinancialserviceproviderisanorganisationseatedinanother
EEAstate,theextraconditionfortheinitiationoftheproceedingsistheexistenceofasubmissiondeclarationof
theserviceprovider,whichjointlyrepresentsthesubmissiontotheproceedingsandthepreliminaryacceptance
ofthedecision.Intheabsenceofasubmissiondeclarationthesuccessofthesettlementofthecross-border
disputeisquestionable;insuchcasestheBoardhasonlytwofunctions,i.e.toprovideinformationandtopostthe
necessarymaterials.Wemustinformtheconsumeraboutthealternativedisputeresolutionforum,participating
inFIN-NetandresidinginanotherEEAcountry,havingpowerandcompetenceinrespectofthedispute,aswell
asonthespecialrulesapplicabletotheprocedurethereof,particularlyontheneedofpreliminaryconsultation
withtheserviceproviderandthedeadlinesprescribedfortheinitiationoftheproceedings.Iftheconsumerso
requests,theconsumer’spetition,recordedonthestandardformusedinFIN-Net,mustbesenttothedispute
resolutionforumhavingthepowerandcompetenceinrespectoftheproceedings.Upontheexistenceofthe
submissiondeclarationtheprocedureisidentical,withsomeexceptions,withthedomesticprocedure,theresult
ofwhichcouldbeacompromiseorabindingresolution.Contrarytothedomesticsettlementprocedures,cross-
borderproceduresalwaystakeplaceinwriting,butbasedontheconsiderationofthecircumstances,thechair
oftheactingpanelmayinitiateahearingsubjecttothepriorconsentofbothparties.ThechairoftheBoard
mayprolongtheprocedureonoccasionby90days.TheprocedureisconductedinEnglish.Theactingcouncil
alsoissuesitsresolutionsinEnglish,unlessthepetitionerrequeststhatthelanguageofthecontractaffectedby
thelegaldisputeand/orthelanguageofcommunicationusedbetweenhimandtheaffectedserviceproviderbe
used.Insuchcases,upontheconsumer’srequest,theBoardisrequiredtoconducttheproceduresandissuethe
authenticcopyofitsresolutioninthelanguageofthedisputedcontractorinthelanguageofcommunication
betweentheproviderinvolvedinthedisputeandtheconsumer.Thenecessarytranslationcostsrepresentthe
costoftheprocedure,andthebindingresolutionmustspecifythepartybearingthem.

Inrespectofcross-borderdisputes,allbodies, includingtheHungarianFinancialArbitrationBoard,must
provide,promptlyuponrequest,informationinwrittenorinothersuitableformontheoperationofFIN-Net,
thealternativedisputeresolutionforum,participatinginFIN-NetandresidinginanotherEEAmemberstate,
havingthepowerandcompetenceoverthecross-borderconsumerdisputerelatedtothefinancialservices
activity,aswellasontheproceedingsofsuchforum.AllbodiescontinuouslysupplydatatotheEuropean
Unioninrespectoftheproceduresinitiatedattheminrespectofcross-bordertransactionsandareauthorised
tousetheinternet-baseddatabasefacilitatingtheliaisonbetweenthemembersofthenetwork.Formore
informationontheorganisationandoperationofFIN-Net,visitwww.ec.europa.eu.

TheBoardisalsoafullmemberoftheINFO Network, incorporatingtheworld’sfinancialombudsmen,at
presenthavingover50memberorganisationsfromfivecontinents,since1January2012.Itregularlypublishes
informationonitswebsiteonallofitsmembers,thusalsoabouttheHungarianFinancialArbitrationBoard
(www.networkfso.org).TheorganisationwasestablishedinLondonon26September2007withthecooperation
of theUSA, Great-Britain, New-Zealand, Ireland, Canada and Australia,with the goal to harmonise the
alternativedisputeresolutionmechanisms–mainlyinthefinancialsector–inthememberstates,andto
developacomprehensivesystem.Themembersoftheorganisationconstitutefourregions:Eurasia,Africa,
America,andAustralia. Itoperates inaccordancewith the six keyprinciplesapprovedby themembers:
independence,impartiality,efficiency,equity,transparencyandaccountability.Thepurposeofthecooperation
withintheorganisationistodevelopalternative,out-of-courtdisputeresolutionmodels,elaboratecodes
ofconduct,enhancetheuseof informationtechnology,handlecertain recurring issuesandproblemsat
systemiclevel,resolvecross-bordercomplaintsinauniformandsmoothmannerandalsotosharein-service
trainingopportunitiesanddirections.Theorganisationputstheemphasisontheenforcementoftheconsumer
protectionprinciplesdevelopedonthebasisofinternationalstandards,whichisguaranteedbytheindependent
andunbiasedalternativedisputeresolutionforums.InrespectofCentralandEasternEuropetheorganisation
paysspecialattentiontotheexchangeofinformationandconsultationamongthecountriesoftheregion.

TheFinancialArbitrationBoard,asamemberoftheINFONetwork,continuouslyrespondstothequestionnaires
andenquiriesrelatedtoitsactivity;theseareavailableintheglobalorganisation’smonthlyelectronicnewsletter
andontheprivatewebsitereservedforfinancialombudsmen.
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3 Activity in 2015 related to 
conciliation (general) cases 

Asa resultof theSettlementAct, theBoardhasperformed its activity inaccordancewith two typesof
proceedings.Oneofthemistheconciliationproceeding,whichhasbeenconductedandknownassuchsince
itsestablishment,isnowreferredtoas“generalproceeding”.Theonlychangeinthistypeofproceedingisthat
theBoarddidnotnecessarilyactinpanels,butitwasalsopossibleforasingleBoardmembertohearthecases.

Thegeneral proceedings involved215financial serviceproviders (Annex10), againstwhich their clients
institutedproceedings.Thepartiesspecifiedinthepetitionsincludedcreditinstitutions,financialenterprises,
debtmanagementcompanies,insurers,funds,investmentserviceprovidersandcertainintermediaries.

3.1 ACTIVITY IN 2015 IN FIGURES 

3.1.1 Trends in the number of cases

On1January2015therewere552generalcasesattheBoardthathadcommencedbackin2014,and5so-
calledcross-bordercases,thusintotal557cases.

Thenumberofnewpetitionsreceivedin2015was4,833,whichexceededthenumberofnewpetitionsreceived
in2014by15percent.Until31DecembertheBoardclosed4,492cases(morethanin2014,when4,358cases
wereclosed),whichincluded4,454domesticand38cross-bordercases.Attheendoftheyear898caseswere
pending,9ofwhichwerecross-bordercases.

TheBoardclosedthereceivedandacceptedcasesonaveragewithin75days,i.e.withinthe90-daystatutory
proceduraldeadline.Theproceedingwasprolongedonlyinexceptionalcases,inordertoreachacompromise.

Aggregate statistics of conciliation (general) cases

 Domestic cases Cross-border cases Total

Ongoingpreviouscaseson1January2015 552 5 557

Newcasesreceivedduring2015 4791 42 4833

Casescloseduntil31December2015 4 454 38 4492

Pendingcaseson1January2016 889 9 898
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3.1.2 Received petitions

Similartothetrendsseeninpreviousyears,mostpetitionsreceivedwereagainstbanks,followedbyinsurers
andfinancialenterprises.Thesethreetypesofserviceproviderstogetheraccountedfor93.5percentof
petitions.

Received petition by type of service providers

Sector Number of cases (pcs) Ratio

Bank 2 124 44,03%

Insurer 1518 31,41%

Financialenteprise 875 18,10%

Investmentfirm 77 1,59%

Co-operativecreditinstitution 47 0,97%

Insuranceunion 40 0,83%

Specialisedcreditinstitution 37 0,77%

Pensionfund 20 0,33%

Broker 15 0,31%

Multipleinsuranceagent 9 0,19%

Intermediary 6 0,12%

Creditunion 2 0,04%

Healthfund 1 0,02%

Absenceofcompetenceduetopetitionssubmittedagainstnon-
financialserviceproviders

62 1,28%

Total 4 833 100,00%

Almosttwo-thirdsofthereceivedpetitionsrelatedtothefinancialmarketsector,whileone-thirdofthecases
involvedtheactorsoftheinsurancemarket.Similarlytopreviousyearsthevolumeofpetitionsforremedy
submittedagainsttheactorsoftheinvestmentandfundsmarketwasnotsignificanteitherintermsoftheirratio
ortheirquantity.Inrespectoffunds,21newpetitionsweresubmittedintotal.In62casesconsumerssubmitted
petitionsagainstorganisationsthatdidnotqualifyasfinancialserviceproviders,thustheBoardwasnotin
thepositiontoconductproceedingsagainstthemandrejectedthepetitionscitingabsenceofcompetence.

Petitions received by sectors

Absence of competence due to petitions submitted against non-financial service providers
Funds market
Investment market
Insurance market
Financial market

62.3%

35.5%

2.5%
0.4% 1.3%
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Thevastmajority,i.e.79percentofthetotalnumberofcasesinitiatedbyconsumersattheBoardagainstbanks
andfinancialenterprisesrelatedtoproblemsintheareaofcredit,loanandleaseservices.Fullyconsistent
withpreviousyears,thisservicetypewascomplainedaboutthemostoftenanditwasthemostproblematic
thisyearaswell,primarilyduetoforeigncurrency-denominatedcredit,loanandleasetransactionsandthe
majorshiftintheexchangerate.Thepaymentserviceswereproblematicin125cases.

In2015theBoardreceived123petitionsinrespectofdisputesrelatedtothecapitalmarket;althoughthis
appearstobenegligiblecomparedtothetotalnumberofpetitionsreceived,howeveritrepresentedafourfold
growthcomparedtothepreviousyear.

Ofthepetitions,119ofthe123investment-relatedwereconnectedtosupplementaryinvestmentservices,
andtheconsumersmostoftendisputedthelawfulnessofthedeductionsfromtheamountstransferredto
theinvestmentaccounts.Only4petitionswerereceivedinrespectofinvestmentactivity.

Similartopreviousyearsincasesrelatedtoinsurancethedisputesarisingfromnon-lifeinsurancecontracts
accountedforthemajorityofthecases(84%);however,thenumberofcasesrelatedtothelifeinsurance
businesswasalsohigh.Theratioofthetwobranchesofinsurancecomparedtoeachotherispracticallythe
sameaslastyear.

Breakdown of the petitions related to the financial market sector by the subject of the petition

Referral of financial services (0.03%)
Financial lease
Payment services
Combined financial product (0.1%)
Credit and cash loan
Other financial activity
Deposit collection

3%
4%

79%

0.1% 12%

2% 0.03%

Breakdown of the petitions related to the investment market by the subject of the petition

Supplementary investment activity
Investment activity

97%

3%
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Thepetitionsinconnectionwithnon-lifeinsuranceincludedalargenumberofcasesrelatedtofireandother
propertydamagesandliabilityinsurance,particularlymotorthird-partyliabilityinsurance.Therewasalso
afairnumberofCasco,accidentandhealthinsurancecases.

Inthecaseoflifeinsuranceconsumershadmoreproblems,i.e.in59percentofthecases,inrespectofunit-
linkedlifeinsurance.Traditionallifeinsuranceswerecomplainedaboutin41percentofcases.

Breakdown of the petitions related to the insurance market by the subject of the petition

Non-life insurance
Life insurance

16%

84%

Breakdown of the petitions related to non-life insurance products by the subject of the petition

Accident and health
Casco
Other
Liability
Pension, individual and collective (0.2%)
Fire and other material damages
Passenger (Cargo)

6% 4%
7%

38%

41.1%

0.2%

4%

Breakdown of the petitions related to life insurance products by the subject of the petition

Unit-linked life insurance
Traditional life insurance

59%

41%
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Inthemajority, i.e. in67percentofthecasestheproceedings institutedagainstthefundswereagainst
voluntarypensionfundsandmostofthemwererelatedtotherejectionofreportedclaimsforinsurance
benefits.Consumerscomplainedaboutprivatepensionfundsin28percentandagainsthealthfundsin5per
centofthecases.

ThemajorityofthepetitionsingeneralcaseswerereceivedfromtheresidentsofBudapestandPestCounty.

Received petitions by the petitioner’s place of 
residence

Number of cases 
(pcs)

As a percentage of 
the total number of 

cases

As a percentage of 
the total population 

(HCSO data)

Bács-Kiskun 192 3,97% 5,27%

Békés 113 2,34% 3,93%

Baranya 187 3,87% 3,66%

Borsod-Abaúj-Zemplén 234 4,84% 6,91%

Budapest 1278 26,44% 17,29%

Csongrád 179 3,70% 4,22%

Fejér 182 3,77% 4,26%

Győr-Moson-Sopron 127 2,63% 4,47%

Hajdú-Bihar 207 4,28% 5,40%

Heves 158 3,27% 3,11%

Jász-Nagykun-Szolnok 164 3,39% 3,90%

Komárom-Esztergom 138 2,86% 3,12%

Nógrád 110 2,28% 2,04%

Pest 760 15,73% 12,27%

Somogy 131 2,71% 3,20%

Szabolcs-Szatmár-Bereg 261 5,40% 5,59%

Tolna 79 1,63% 2,33%

Vas 74 1,53% 2,59%

Veszprém 114 2,36% 3,58%

Zala 116 2,40% 2,88%

Non-resident 29 0,60%  

Total number of cases 4 833 100,00% 100,02%

Breakdown of the petitions related to the funds market by the subject of the petition

Private pension fund
Voluntary pension fund

Health fund

67%

28%

5%
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3.1.3 Closed cases

TheBoardclosed4,454casesinthereportingperiod.Ofthese,64percentwereclosedafteradmitting2,855
cases,asthepetitioncompliedwithallstatutoryconditions.36percentofcaseshadtobeclosedwithout
admissionandinspectionontheirmerits.

Themostfrequentproblemwithcasesrejectedwithoutadmission,i.e.in62percentofthesethereasonfor
rejectionwasthatthepetitionerwasunabletosatisfytherequirementsspecifiedinthecallforsupplementation
orcouldsatisfyitonlypartially,thusitwasnotpossibletodecidehiscaseonthemerits.Anotherpartof
therejectedpetitionscouldnotreachthestageofadmissionduetotheabsenceofcompetenceorother
proceduralobstacle.

Theinspectionofthecasesthatreachedthesubstantivephase,i.e.admittedcases,andthehearingheld
inthesecasesresultedinacompromisein36.7percentofcases.Thisratioislowerthanin2014,butifwe
considerthatin147casesthepetitionerandtheserviceprovidersubmittedajointpetitionforthetermination
oftheproceeding,andinafurther380casesthepetitionerswithdrewtheirpetitionsbecausethepartiesagreed
outsideoftheproceeding,thecompromisesreachedwiththecontributionoftheBoardalreadyaccountfor
55percentofallclosedcases.Thesituationthattheserviceprovidersfeltlessinclinedtomakeacompromise
thanbeforeandproposedinfewernumbersofcaseswhichalsohadafinancialeffectontheircustomersor
theyhadalreadydonesobeforetakingtheircasetotheBoardwasmostprobablyattributabletothefact
thatthevastmajorityofthedisputesarosefromcreditandloantransactionsrelatedtothecreditinstitution
sectorandthemandatorystatutorysettlementalsotookplacelastyear.

Closed cases

Accepted cases
Cases closed without admission

36%

64%

Breakdown of the cases rejected without acceptance by the reason for rejection

No competence

Failure to satisfy the requirements specified 
in the call for supplementation

Procedural obstacle

62%22%

16%
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Number of cases closed after admission

Result of closed cases  Number of cases 
(pcs)

Ratio

Compromise  1048 36,71%

Bindingresolution  1 0,04%

Recommendation  3 0,11%

Resolutiontoterminate  1803 63,15%

A)withdrawnbypetitioner 380  0,00%

B)bymutualrequest 147  0,00%

C)impossibletoconducttheprocedure 299  0,00%

D)unfoundedpetition 977  0,00%

Total  2 855 100,00%

Outofthe2,855admittedtraditionalconciliationcasestheBoardheldhearingsin2,803cases.In52cases
thepartieshadreachedacompromisebeforethehearing,asaresultofwhichitwasnotnecessarytohold
ahearing.Caseswereclosedafteronehearing;onlyin248cases–i.e.inlessthan9percentofthecases
heard–wasitnecessarytosetdatesforcontinuedhearingstoclarifythefactsofthecaseortonegotiate
acompromise.

Therefore,in2015theBoardheldatotalof3,051hearings.

Date Hearing Continued Total

January2015 215 18 233

February2015 232 9 241

March2015 226 27 253

April2015 235 24 259

May 2015 215 21 236

June2015 229 25 254

July2015 165 14 179

August2015 109 8 117

September2015 316 21 337

October2015 341 23 364

November2015 357 30 387

December2015 163 28 191

 2 803 248 3 051
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3.2 EXPERIENCE GAINED ON THE ACTORS OF THE FINANCIAL SECTOR, THE 
QUALITY OF FULFILMENT OF CERTAIN FINANCIAL SERVICES AND THE 
PETITIONERS IN THE COURSE OF OPERATING ACTIVITIES

Duringitsactivity,inthecourseofindividualfinancialconsumerdisputes,theBoardobtainsspecificinformation
onthefunctioningofthefinancialserviceproviders,thequalityoftheservicesprovided,thecomplianceor
non-compliancewiththeapplicablelaws,aswellasontheserviceproviders’behaviourtowardscustomers.

Theinformationandexperiencegainedin2015wereasfollows.

3.2.1 Financial services

Account management

Inthisfieldwepresentdisputesrelatedtotheopeningandclosingofbankaccounts,paymentorders,cash
withdrawals,thechargingofrelatedfeesandcommissions,andoverdraftfacilities.

Noproceedingwasinstitutedin2015inrespectoftheopeningofbankaccounts;however,theclosingof
bankaccountsstillcausedproblemsinseveralcases.Thecauseofthedisputewasthatpetitionershadnot
transactedontheirbankaccountforseveralyears,theyreceivednoinformationoraccountstatementonthe
account,andhencetheyassumedthatthebankaccountnolongerexisted.Thepetitionersandthefinancial
serviceproviderswereusuallyabletoagreeonthesettlementoftheaccountmanagementfeeandtheinterest
accruedovertheyears.Somedisputeswerecausedbythefactthatthefinancialserviceprovidersmadethe
disbursementoftheloantothepetitionerconditionaluponopeningabankaccount,andlaterontheydidnot
authorisetheclosingofthebankaccountevenaftertheterminationoftheloancontract,withreferenceto
theOperatingRulesortheGeneralTermsofContract.Itappearstobejustifiedtoreviewwhythecustomer
mustbearextracosts,whenthederecognitionoftheterminatedloantransactionsistypicallyconcludedby
asaletoadebtmanagementcompany.

Inrespectoftheexecutionofpaymentordersthedisputesarosewithregardtoforintandforeigncurrency
transfers.Inthecaseofforintpaymentordersthepetitionersdisputedtheamountofcommissioncharged.
ThepetitionerstypicallywerenotfamiliarwiththeAnnouncementsofthefinancialserviceproviders,before
initiatingthetransaction,theyaskedforverbalinformationandlatertheysubmittedacomplaintcitingthe
receiptof inadequate information.Theamountof the fee isusually stipulated in theAnnouncementas
acompositeamount,i.e.aminimumamountplusapercentagevaluedependingonthetransactionamount.
Alsoabasisforthedisputewasthatthefinancialserviceprovidersetalimitforpaymentsovertheinternet
(Netbank),whichthepetitionerwasnotawareofandhencehechosethemoreexpensiveTelebanktransfer.
Thedisputesweretypicallysettledbycompromise,asthefinancialserviceproviderscreditedthedisputed
amounttothepetitioner’sbankaccountduetoequitableconsiderations.

Thereisnostandardformforforeigncurrencypayments,hencethefinancialserviceprovidersusedocuments
ofdifferentcontent,asaresultofwhichtheinformationrelatedtothetransfersometimesisindicatedinthe
“detailsofpayment”field,whichmaygiverisetoerroneousexecution.Typicallysuchordersareinitiatedby
thecustomersonpaperandtheyaskfortheassistanceofthefinancialserviceproviders’tellerstocomplete
it.Thedevelopmentofastandardformcouldeasetheadministrationrelatedtoforeigncurrencytransfers.
Italsogaverisetodisputesthatinthecaseofforeigncurrencytransfersthepetitionersarenotawareofthe
factthatwhenthetransferiscreditedtotheirbankaccountitincursachargesimultaneouslywiththecredit
entry,evenwhenthepetitionerinitiatesthetransferbetweenhisbankaccountsheldwithdifferentfinancial
serviceprovidersanditassumesthechargeattheinitiatorbankaccount.Thesubjectofthedisputesalso
concernedthefactthatinthecaseofcreditentriesreceivedonabankaccountheldinadifferentcurrency
thanthecurrencyofthetransfer,thefinancialserviceproviderfailedtoinformthepetitionerinadvance
andperformedthecreditentryaftertheconversionwithoutconsultingwiththeaccountholderandoffering
himtheoptiontoopenabankaccountinthesamecurrencyasthecurrencyofthetransfer.Inthiscasethe
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petitionerobjectedtothefeechargedinrespectofthecreditentryandtheconversion.Itgaverisetoseveral
disputesthatitwasnotclearthatinthecourseoftheforeigncurrencyconversionwhichoneofthevarious
exchangeratetypesusedbythefinancialserviceprovider(e.g.commercialexchangerate,cashdeskexchange
rate)shouldbeappliedtothegiventransaction.

Severaldisputesalsoaroseregardingfreecashwithdrawal,providedforbythelaw,duetochargingfees
incurredin2014inalumpsumin2015.Itwasnotknowntothecustomersthatthedeclarationsubmitted
to thepayment serviceprovider shouldbewithdrawnbeforemakingadeclarationat thenewpayment
serviceprovider.Asof1December2014itisnolongernecessarytowithdrawthedeclaration,astherelated
informationisincludedinacentraldatabase;thusthesetypesofdisputespresumablyarosein2015onlyas
“carry-over”cases.Thefinancialserviceprovidersagreedwiththepetitionersinthesharingofthecharged
feesaspartofthecompromise.Ithappenedinafewcasesthatthepetitionerswantedtousetheoptionof
freecashwithdrawalalsowhentheywithdrewcashatthecashier’sdesk.

Disputesrelatedtooverdraftfacilitieswereattributabletothefactthatthepetitionersdidnotknowthecredit
productandtheinterestconditionsthereof.Ithappenedthataspartofanautomaticreviewthefinancial
serviceprovidersincreasedthefacility,andthepetitionersfailedtoreadtherelatednoticewithduecareand
didnotrealisewhatfutureburdenoftheutilisationofthehigherfacilitycouldmeanforthem,andeventually
theymayfall intoadebtspiral.Thefinancialserviceproviderswerecooperative intheresolutionofthe
occurredproblems.

Debit and credit cards

Petitionersusuallyknowhowtousedebitcards;disputeswereusuallyaboutthechargingofbankcardfees
andthelawfulnessthereof.Thepetitionersmentionedinseveralcasesthattheywantedtoclosethebank
account,theydidnotusethebankcard,butitwasnotpossibletoclosetheaccountduetothefeescharged.
ThefinancialserviceprovidersactedfairlyattheBoardandwaivedorrefundedtheincurredcosts.

Similarlytopreviousyears,anumberofconsumerdisputesaroseinrespectoftheuseofcreditcards,since
thepetitionersdonotknowtheproducttosuchadegreethattheycouldavoidincurringunreasonablyhigh
costsduringtheusethereof.

Intermsofitsannualinterestandcoststhisproductisindisputablyoneofthemostexpensiveproducts;
however,theBoardfoundthatthepetitionersrealisedtheproblemsandtheburdensomepaymentobligations
resultingfromthisonlywhenthecontractwasterminated.Oftenthecreditcardcontractwasconcludedin
connectionwithpurchasinggoodsandthepetitionerdidnotevenactivatenorusethecreditcard.Inthese
casesthefinancialserviceproviderswerecooperative,theywaivedthefeeschargedandclosedthecreditcard
account.Anumberofdisputesarosefromthefactthatthefinancialserviceprovidersautomaticallyrevised
andincreasedthefacilityattachedtothecreditcardandnotifiedthepetitionersaccordingly;however,the
petitionerperceivedthepotentiallyunfavourableconsequencesofthis,i.e.theburdenofhigherinstalments,
onlyafterthetermination.Itwasstilltypicalincreditcard-relateddisputesthatthepetitionerswerenotaware
ofthedifferencebetweentheminimumamounttoberepaidandthetotalrepaymentoftheloanamount,
andrepaidonlytheminimumamount.Whentherepaymentwasmadebymeansofpostalmoneyorder,the
financialserviceproviderssentthemoneyorder–attachedtothemonthlyaccountstatement–pre-filledwith
theminimumamount.Inthecaseofcreditcardsitwouldbeimportanttoprovideinformation,todescribethe
productthroughreallifeexamplessupportedbyfigurestoraiseconsumerawareness.Thefinancialservice
providerswerecooperativeduringthedisputeresolution;theymadeattemptstoconsiderthepotentials
ofthecustomerfacingpaymentdifficultiesbycharginglowerinterestor,onanadhocbasis,permittingthe
repaymentofthedebtfromtheterminatedcreditcardcontractsbyinterest-freeinstalments.

Disputeswithregardtotheproblemsoccurringduringcashwithdrawalfromtheautomatictellermachines
(ATM)relatetobankcards.Inthesecasesthepetitionersdidnotdisputethattheyhadinitiatedthecash
withdrawal transactionatagivenplaceandtimefromtheATM;however, thebanknotewasnot issued;
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neverthelesstheamountwasdebitedfromtheirbankaccount.ThepetitionersknewhowtousetheATM
andoftenusedtheirbankcardsforcashwithdrawal,andusuallytheydidnotnoticeanythingunusual in
theoperationoftheATM.However,theyreportedinsomecasesthatduringthetransactionamessagewas
displayedforasecondontheATMscreen,buttheycouldnotmemoriseit,andtheyconcludedthatitmust
havebeenanerrormessageonlywhenthebanknotewasnotissued.Thefinancialserviceprovidersconfirmed
inrespectofthedisputedtransactions,supportedbythedocumentationcontainingthedataretrievedfrom
thesystem(journaltape,stocktakingminutes,accountturnoverstatement),thatthetransactionwasexecuted
withtheuseofthecorrectPINcode,theerrorlogcontainednoerrormessage,thestocktakingdidnotreveal
anydifference(surplus),orthesurpluscouldnotbereconciledwiththedisputedtransactions.Accordingly,the
financialserviceprovidersrefusedtocomplywiththerequesttorefundtheamountinallcases.Anincreasing
partofthedisputesrelatedtotheusageofbankcardswereaboutlossessufferedbythecustomerthrough
fraudulentcarduse.Theseincludetransactionsperformedwithlostorstolenbankcards,andfraudscommitted
withbankcarddataobtainedthroughphishing.Inthevastmajorityofthecasestheperpetratorscommitted
thefraudbyknowingthesecuritycodes(PINcode,CVCcode)belongingtothebankcard.Inseveralcases
thecustomersprovidedtheirpersonalandbankcarddatabyclickingonalinkspecifiedinane-mail–sentby
defrauders–containingacallfordatareconciliation,whichtookthemtoapageimitatingthewebsiteofthe
givencompany.Inthesecasesthefinancialserviceprovidersconsistentlyrejectedresponsibilityfortheloss,
citingthecustomers’grossnegligence.

Deposits

Amongthedisputesrelatedtodepositstherewerecaseswhenthefinancialserviceproviderrefusedtopaythe
amountofthedepositsayingthatupontheexpiryofthedeposititwascreditedtothebankaccount,andthe
petitionerhadusedtheamountonsuchaccount.Thepetitionerappliedforthepaymentofthedepositafter
severalyearshadpassed,withoutpriorcheckingofthebankaccountturnover.Someofthedisputesrelated
tothefactthatthedepositratewastiedtocertainconditionsthatthepetitionerhadnotfulfilled.However,
inviewofthegoodrelationwiththecustomer,thefinancialserviceproviderscreditedtheinterestdifference
tothebankaccountofthepetitioner.

Credit and loan transactions

Withregardtoconsumerdisputesrelatedtoloantransactions,thelawsorderingthesettlementandthe
conversiontoforinthadamajoreffectonthegeneralcasesaswell.

Inrespectoftheforeigncurrency-denominatedloancontractsanumberofdisputesarosefromthefactthat
theeffectivedateoftheaccountingsettlementandthedateofthecashsettlementdiffered,ofwhichthe
petitionerswerenotaware.Theeffectivedateoftheaccountingsettlementwasthecalendardaystipulated
intheSettlementAct(1February2015),bywhichdateallfinancialserviceprovidershadtopreparethe
statementontheconsumers’receivable,whiletheactualcreditingoftheconsumer’sreceivablecalculated
asaresultofthesettlementtotheloanaccountorthecashpaymentthereoftothepetitionertookplaceat
differenttimes,andduringtheperiodbetweenthetwodatesthepetitionercontinuedtomakeinstalments.
Thefateofthepaymentsmadeaftertheaccountingsettlementdatewasnotclearforthepetitionersfromthe
documentsreceived,andthiswasparticularlythecasewhenasaresultofthesettlementthefinancialservice
providerwasleftwithnooutstandingreceivable,i.e.thecontractwasclosed.Thepetitionersinterpretedthis
insuchawaythattheirdebtwassettledbytheaccountingsettlementdate.Thesubjectofthedisputeswas
therecognitionofthepaymentsmadeaftertheaccountingsettlementdate,andinallcasesthepetitioners
appliedfortherepaymentoftheamountspaid.Thesecasesweretypicallyclosedbyaresolutionterminating
theproceeding,partiallybecausethepetitioneracceptedthefinancialserviceprovider’spositionsupported
byadetailedstatement,andpartially–intheabsenceofacceptance–duetothepetition’sbeingunfounded.

Thepetitionsthatobjectedtochargingafeeinrespectofthefinalrepaymentfollowingtheterminationof
theloancontractinitiatedbythepetitioner,alsobelongedtothegroupofgeneralcasescloselyrelatedtothe
ActontheConversionintoForint.Asitiswell-known,inrespectofthoseforeigncurrencyorforeigncurrency-
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denominatedconsumermortgageloancontractsthat,basedontheActontheConversioninForint,were
modifiedtoaforint-denominatedconsumermortgageloancontracttheActprovidesthedebtorswiththe
optiontoterminatethecontractwithin60daysfromthemodificationwiththeprovisionthatwithin90days
aftertheterminationthetotaloutstandingdebtmustbepaid.Accordingtotherelevantstatutoryprovisions
thefinancialserviceproviderhadnorighttochargeafee,costorcommissioninrespectofthesettlement
oftheoutstandingpaymentobligationonthebasisoftheterminatedcontract,iftheconsumerconcluded
anewconsumermortgageloancontractwiththefinancialinstitutionthatwasinvolvedintheterminationor
withanotherfinancialinstitutionforthepurposeoffulfillinghispaymentobligation.Basedontheforegoing,
thosepetitionsthatappliedforthewaiveroffeeswhentherepaymenthadbeenfromtheirownfundsproved
tobeunfounded.Therewerealsocaseswhenthefinancial serviceproviderchargeda fee,violatingthe
aforementionedprovision;however,itremedieditsunlawfulconductduringtheproceedingbyundertakingin
thewrittenanswertorefundthedisputedamount;thepartiesmadeawrittenagreement,whichwasapproved
bytheFinancialArbitrationBoard’sresolution,thusnohearingwasheldonthecase.Otherdisputesrelated
tothesameprovisionofthelaw,i.e.thepossibilitytoterminatethecontractfreeofcharge,wereattributable
tomissingoneofthedeadlines(terminationorpayment).Inthesecasesthepetitionersattributedthedelay
totheinadequateinformationornoinformationprovidedbythestaffofthefinancialserviceprovider,aswell
astothefinancialserviceprovider’sfailuretocooperate,whichtheycouldnotproveduringtheproceeding;
however,thefinancialserviceprovidersdidnotexercisetheprincipleofequity,orexerciseditnottothe
degreeexpectedbythepetitioner.

Caseswherethepetitionerdidnotdisputetheresultofthestatutorysettlement,butwithreferencetohis
personaland/orfinancialcircumstancesheappliedforequitabletreatment,hadanindirectrelationtothe
settlement.Thesepetitionersemphasisedtheirwillingnesstopayandtheirintentiontocooperate;however,
theoutstandingdebtorthemonthlyinstalmentexceededtheirpotential,hencetheyappliedfortheforgiving
oftheoutstandingreceivableinpart–orinsomecasesinfull–and/orforthereductionoftheinstalment
amountaspartoftheeasingofthepaymentterms.Onlyafewfinancialserviceproviderswereopentoforgive
thedebt,whilemostofthemwereopenandmadeoffersfortheforgivingoffees,prolongationofthematurity
orthereductionoftheinterestrate,subjecttocertainconditions.

Alargenumberofpetitionsweresubmittedwiththeaimtodeclarethecontractinvalid(void),andbasedon
suchnullitytoperformsettlement.Asthereasonfornullitytheycitedthebearingoftheexchangeraterisk
solelybythedebtorandchargingitinfulltothedebtor,thefailuretoprovideproperinformation,aswellas
thatthecontractualintentofthepetitionerwasnottheconclusionofaforeigncurrency-denominatedcontract.
Incertaincasestheyobjectedtothecalculationoftheannualpercentagerateofcharge(APR)ortheabsence
ofpresentingthedetailedcalculation,aswellastheunilateralinterestrateincrease,unfavourableforthe
petitioner,bythefinancialserviceprovider,thenon-compliancewiththerulesofprudentoperation,andthe
inadequateanalysisandassessmentofthepetitioners’solvency.

Asregardscarfinanceloancontracts,petitionersoftendisputedthelawfulnessofthesigningofthecontract
bythefinancialserviceprovider,orbythemotorvehicledealeragentactingonbehalfthereof.Inrespectof
petitionsfoundedonthenullityofthecontract,petitionersoftentookthepositionthattheyhadfullymettheir
paymentobligationandrequestedthattheircontractbeclosedandregardedasfulfilledaspertheirstatus
atagiventime,whilesomeoftheminitiatedtheclosingofthecontractandrefundingofthetotalalready
paidamountbythefinancialserviceprovider.Inothercasesthepetitioner’smotionwasaimedatperforming
settlementonaforintbasis,applyingthecentralbankbaserate.Intheirsubmissionsthepetitionersoften
citedcourtrulingsmadeinotherindividualcases,whichthefinancialserviceprovidersdidnotaccept,arguing
thattheHungarianlegalsystemisnotbasedoncaselaw,andtheeffectofthejudgmentspassedinindividual
casesdoesnotextendtoothercases,andassuchitcannotbeappliedtothedisputeofthepetitionereither.
Thefinancialserviceprovidersrefusedtorecognisethecontractasnullandvoid,andtomakeacompromise
inthesecasesbasedontheargumentscitedinthepetitions.Theyoftenarguedthatthestatutorysettlement
inrespectofthepetitioner’scontracthadbeenperformedandtheyregardedthereasonsfornullitycited
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inrespectoftheconditionsfallingoutsidetheActunfounded.Theyconsistentlytookthepositionthatthey
wouldconsiderthecontractvaliduntilsuchtimeasthecourtdeclaresitnullandvoid,andtheywouldsettle
accountswiththedebtorinviewofthenullityonlyonthebasisofthebindingorderstatedinanon-appealable
courtruling.

Theoutcomeofthedisputesrelatedtotheforeigncurrency-denominatedcarfinanceloanswasinfluencedby
theanticipatedconversiontoforint,extendedtothesecontracts/debtsaswell,i.e.theActpromulgatedonthis
subject(ActCXLVof2015).Intheproceedingsbroughtinrespectofthosecontractswherethefinancialservice
providerdeclaredthatthepetitioner’scontracthadfallenwithintheAct,averylargenumberoftheconducted
proceedingsendedwithtermination.Eitherthepetitionerswithdrewtheirpetitionorthepartiesagreedin
theterminationoftheproceeding,makingreferencetothepossibilityofrepeatedconsultationsshoulditbe
necessaryafterthereceiptofthefinancialserviceprovider’sletter,sentpursuanttotheprovisionsofthelaw,
ontheinitiationofthecontractmodification.Thissolutionwasoftenproposedbytherepresentativeofthe
financialserviceproviders,makingitclearthattheyexpectedtoelaboratesolutionsforpotentiallyremaining
problemsandpaymentdifficulties,andtheywerealsoopentoaddressindividualproblems.

Inanumberofcasesthatwereinitiated,thesubjectofthepetitionwasthereleaseofthevehicleregistration
card.Inthevastmajorityofcasesthefinancialserviceprovidersrefusedtoreleasethevehicleregistration
card,ortheycommittedtoreleasingthisinstrumentsubjecttoprovidingothercollateralorcomplyingwith
othercovenants.Initially,thepetitionsaimedatthecancellationoftheoptionwerealsorejected,butlater
thefinancialserviceproviderschangedtheirpositioninthisrespect.Inthesecasestheroleandopportunity
oftheFinancialArbitrationBoardwastofacilitatethereachingofacompromise inthefulfilmentofthe
contract(e.g.easedpaymentterms,partialforgiving,identifyingothersolutions).Theactingpanelmadeone
recommendationintheissueofthedeclarationconsentingtothecancellationoftheoption,whichwasfulfilled
bythefinancialserviceprovider.Thereleaseofthevehicleregistrationcardwithoutadditionalconditions
occurredinonecase,aspartofacompromise.

Amajorpartofthedisputesrelatedtoforint-denominatedloancontractsarosefrompersonalloans.The
petitionersappliedforeasedpaymenttermscitingreasonsofequity;insomecasestheyrequestedtoclarify
therecognitionofthepaidinstalments,ordisputedthelegalbasisortheamountofthefeescharged.The
Boardfoundthatinthesecasesthefinancialserviceproviderswereparticularlycooperative,andmadeefforts
tofindequitablesolutionsforthepetitioners.

Petitionersrequestedinseveralcasesrelatedtocontractssecuredbyrealestatecollateralormotorvehicle–
inpartapplyingforequitabletreatment,andinpartcitingunlawfulnessingeneral–thatthefinancialservice
providershouldconsenttothesaleofthecollateralandclosethecontractuponreceiptoftheproceeds,
withoutmakingadditionalclaimsonthepetitioner.TheBoardfoundinseveralcasesthatthepetitioners
wronglyassumedthattheirobligationtoperformwaslimitedtothevalueofthecollateral.Thefinancialservice
providersusuallydonotobjecttothesaleofthecollateraljointlyorbythepetitioner;however–inviewof
theinternalregulations–asregardstheclosingofthecontractafterthepaymentofthepurchasepricethey
makedecisionsbasedonindividualassessment.Thissolutionwasusuallypermittedbythefinancialservice
providers inthosecaseswheretherealisablepurchasepriceprovidedfulloralmostfullcoverageforthe
outstandingprincipaldebt.Thefinancialserviceprovidersusuallycommittedtocompletingtheassessment
byadateaftertheclosingoftheBoard’sproceeding.SeventeenpetitionswerereceivedinrespectoftheNET
programoftheNationalAssetManagementFund(NemzetiEszközkezelő).TheBoard’sopportunitieswith
regardtothesecasesarelimited,bearinginmindthefactthatthefinancialserviceproviderisnotobligedto
approvetherequestevenifalllegalconditionsaresatisfied.

TheBoardfound inseveralcasesthatthepetitionersused“model”submissionsbothforthecomplaints
lodgedwiththefinancialserviceprovidersandthepetitionssubmittedtotheBoard,whichwereunsuitable
forattainingthedesiredgoalsandtosupportthesubmittedclaim.
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Cases of debt management companies

Thesubjectofthedisputeintheproceedingsbroughtbytheconsumersagainstdebtmanagementcompanies
involveddebtsarisingfromcontractsthatthecreditinstitutionhadterminatedduetothepetitionersdefault
ornon-contractualperformance,andthedebtbecamedueandpayableinalumpsum.Itcouldbeobserved
inseveralcasesthatcooperationbetweenthepetitionersandthelegalpredecessorcreditinstitutionswas
unsatisfactoryaftertheterminationofthecontract;thepartieswereunabletoagreeonthepaymentofthe
outstandingdebtbyinstalmentsand–sincethepetitionerfailedtofulfilhispaymentobligation–hisdebt
becamehigherandhigherduetothedefaultinterestchargedinaccordancewiththecontract,andthepayment
thereofrepresentedanincreasingburden.Duetofailuretocollectthedebt,thecreditinstitutionassignedor
transferredthereceivabletoadebtmanagementcompanyaftersometime.Apartofthepetitionersobjected
tothiscircumstance.Thesubjectofthedisputeinitiatedagainstthedebtmanagementcompanywasbasically
theamountoftheclaim;inalargepartofthecasespetitioners–requestingequitabletreatment–askedfor
theforgivingorreductionofthedebt,orforthepossibilitytopayitbyinstalments.TheBoardfoundthat
thedebtmanagementcompanieswereusuallyopentoconsiderandtakeaccountofthepetitioners’health,
socialandincomesituationonanequitablebasis.Intheformofindividualassessmenttheywereopento
forgivethedefaultinterestinfullorinpart,simultaneouslyreducingthedebt,toreducethedefaultinterest
rateandtoagreeonpaymentbyinstalments.Alargepartoftheseproceedingsendedwithacompromise
betweentheconsumerandthedebtmanagementcompany.Therewasalsoapositivechangeinthedebt
managementcompanies’handlingofthecasesrelatedtoobjectionofthestatuteoflimitation.Onseveral
occasions–inviewofthepetitioners’objectionswithregardtothestatuteoflimitationanduponthecallby
theBoard–thedebtmanagementcompaniesrevisedtheirpositiontakenduringthecomplaintmanagement,
acknowledgedthatthedebtswerebarredbylimitationandissuedadeclarationtotheeffectthatinviewof
thiscircumstancetheywouldnotenforceadditionalclaimsagainstthepetitionerinrespectofthegivendebt
andtheycancelledthedebt.

3.2.2 Insurance cases

Petitionsrelatedtotheinsurancemarketexceededthenumberofpetitionsreceivedin2014bymorethan
20percent.Thecontentandnatureofthedisputeswereverymuchsimilartothoseincludedinthepetitions
receivedin2014.

ThedistributionofthecasesreceivedbytheBoardinrespectoftheinsurancesectorbyproviderstypically
reflectsthemarketshareofindividualfinancialserviceproviders.Accordingly,mostoftheproceedingswere
initiatedagainstthe largestactorsofthe insurancemarket (andparticularlyagainstcomposite insurance
companiesandnon-lifeinsurers).Almosthalfofthereceivedpetitionswereagainstthreeserviceproviders,
namelyGeneraliBiztosítóZrt.,GroupamaBiztosítóZrt.andAllianzHungáriaBiztosítóZrt.Seventypercent
ofallpetitionsrelatedtoseveninsurers.Thepetitionsusuallywereagainsttheinsurers,whilethenumberof
proceedingslaunchedagainstotheractorsoftheinsurancemarket(brokers,multipleagents)wasnegligible.
Thevastmajorityofproceedingscommencedagainstthenamedindependentintermediaries,theinsurance
companymanagingthereferredinsuranceproductalsoappearedasapartyalongwiththeintermediary.

Itwasasignificanteventthaton31August2015ASF,theRomanianfinancialsupervisoryauthority,withdrew
theoperatinglicenceoftheRomanianAstraS.A.Insuranceandinitiatedtheliquidationofthecompany,which
meanwhilehasbeenorderedon3December2015bythecourtofBucharest.Thesaidinsurerprovidedits
servicesinHungaryviaitsbranchoffice(AstraS.A.InsuranceHungarianBranchOffice)tocustomers.Only
asmallnumberofdisputesrelatedtotheterminationoftheBranchOffice’sactivitywerebroughttotheBoard.

The actors of the insurance sector cooperated during the proceeding of the Board, irrespective of the
submissiondeclaration.In33percentofthereceivedandacceptedpetitions,i.e.in360casesintotal,the
partiesconcludedacompromise,whilein69cases,asaconsequenceoftheBoard’sproceeding,theparties
agreedoutsideoftheproceedingorthefinancialserviceprovider,revisingitsformerposition,voluntarily
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fulfilledthepetitioner’srequestinfull.Accordingly,39percentofthepetitionsacceptedinrespectofthe
insurancemarketendedwithapositiveresultforthepetitioner.

Non-life insurance

Fire and other property insurance (home insurance)

Thelargestpartofreceivedinsurancecaseswererelatedtoso-calledhomeinsurance.Themosttypicalcases
inthisareaincludeddamagesfromstormandothernaturalhazards,fireandexplosiondamages,aswell
asburglarydamages.Itcanbeclearlydeclaredthatintheareaofinsurancedisputesproportionatelythe
mostcompromiseswerereachedbythepartiesintheseinsurancebranches.Inthesecasesthebasisofthe
disputeswastypicallythequestionwhethertheoccurredclaimeventreportedbytheconsumerqualified
asaninsuredeventundertheinsurancetermsandconditions(insuranceregulations)ofthegiveninsurance
product.Duringtheproceedingsthereconciliationinrespectofthecomprehensiveexplorationofthefacts
relatedtotheincurredclaimsendedwithsuccessinalargenumberofcases,asaresultofwhichtheinsurers
oftenmodifiedtheirpositionformulatedduringtheclaimsettlementconcerningthelegalbasisortheamount
oftheinsurancebenefit.

Inthisgroupofcasesveryoftensuchissues–relevantformakingadecisiononthemeritsofthecase–arose,
theassessmentofwhichisthecompetenceofatechnicalorpriceexpert.SinceintheBoard’sproceedings
–havingregardtothenaturethereof–thereisnoroomforappointing(involving)expertsinanyformorto
produceevidence,inthesecasestheBoardwasnotinthepositiontomakeadecisiononthemeritsofthe
case.Inthisrespect,thepracticeoftheinsurersaccordingtowhichtheyappearedatthehearingsoftheBoard
withalegalrepresentativeanda(technical)claimexpert,wasprogressive.Irrespectiveofthisitcanbestated
thatwhentheassessmentofthecaseintermsofitslegalbasiswasclearorthefactsofthecasebecameclear
asaresultoftheBoard’sproceedingsandtheonlydisputebetweenthepartieswasabouttheamountofthe
insuranceservice,acompromisethatultimatelyclosedthedisputewasreachedinseveralcases.

Liability insurance

InadditiontohomeinsurancethelargestnumberofcasestakentotheBoardoriginatedfrommandatory
motorthirdpartyliabilityinsurance(MTPL).Thehomeinsuranceandthecompulsorymotorthirdpartyliability
insurancecasesaccountedfortwo-thirdsofallinsurancecases.Asignificantnumberofthedisputesarising
frommotorthirdpartyliabilityinsurancewererelatedtotheso-callednon-coveragepremiumpayableforthe
uncoveredperiodstipulatedinActLXIIof2009onmandatoryMotorThirdPartyLiabilityInsurance(MTPL Act).
ProblemsrelatedtothedatacapturingintheCentralClaimHistoryRegistrationSystemanddataenquiries
therefromoccurredseveraltimes,whichresultedincontractsnotcoveredbypremiumduetothebonus-malus
classificationoftheinsurance.

IfinMTPL-relatedcasesitwasproventhattheproblemwasattributabletoadministrativereasonsatthe
insurer’send, the insurersusuallycorrected theproblembymodifying thedata,whichdue to theerror
werereportedincorrectlytotheCentralClaimHistoryRegistrationSystem.However,iftheproblemwasnot
expresslyattributabletotheirregularprocedureoftheinsurer,thenduetothebindingrulesoftheMTPLAct
therewasnorealpossibilitytoresolvethedisputebycompromiseinthesecases.Asacontinuationofthe
previoustrend,anincreasingratioofthedisputesrelatedtomotorthirdpartyliabilityinsurancecomprised
ofproceedingsinitiatedbytheclaimantsofaccidentsordamagescausedbymotorvehicles,inthecourseof
whichtheclaimantssubmittheirclaimsdirectlytotheinsureroftheregisteredkeeperoftheclaimcauser
motorvehiclebasedonSections12and28oftheMTPLAct.
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Casco insurance

Similarlytopreviousyears,thetwotypicalproblemsincasesrelatedtoCASCOinsuranceincludeddamages
duetoownfaultandcarthefts.InthecasestakentotheBoard,thesubjectofthedisputebetweentheparties
wastypicallytheamountoftheassessedinsurancebenefitratherthanthelegalbasis.

Accident and health insurance cases

Inthecaseofaccidentandhealthinsurancethesubjectofthedisputewasmainlytheextentofthedisability
(decreasedcapacitytowork)arisingfromtheaccident.Itwasstillarathercommonclaimsettlementpractice
oftheinsurers–generatingdisputes–thatthemedicalexpertcommissionedbytheinsurermadethedecision
substantiatingthebasisoftheclaimforbenefits(ortherejectionoftheclaimforinsurancebenefit)basedon
themedicaldocumentsattachedbytheinsured,withoutthepersonalexaminationoftheinsuredperson.The
decisionofthesaidissuestypicallybelongedtothecompetenceofmedicalexperts,inwhichtheBoardwas
unabletotakeposition.Nevertheless,acompromisewasreachedbytheBoardinseveralcases,accordingto
whichthepartiesagreedtoobtaintheexpertopinionofajointlyappointedmedicalexpertorexpertinstitution,
whichtheywouldmutuallyaccept.Furthermore,theinsurersundertookonseveraloccasionsthattheyprovide
theinsuredwithapersonalmedicalexaminationopportunity,basedontheresultofwhichtheywouldrevise
theirpositiontakenduringtheclaimsettlement.

Other non-life insurance

Anumberofdisputesaroseinrespectoftheso-calledinstalmentinsurance.Instalmentinsurancemaybetaken
outforvariouscreditproducts,personalloansorcreditcard,typicallyintheformofcollectiveinsurance.Based
ontheinstalmentinsuranceuponthedebtor’sincapacityforworkorunemployment,theinsurerundertakes
toassumethepaymentoftheinstalmentsfromtheinsuredforaspecificperiod,whichisusuallysixtotwelve
months,i.e.duringthisperiodpaymentstothebankaremadebytheinsurer.Severalinstalmentinsurance
productsalsoincludelifeorhealthinsurancecoverageaswell,whereuponthedisabilityordeathofthe
insuredtheinsurermayassumetheentiredebt.Thesaidproductgroupgaverisetodisputesbetweenthe
partiesinseveralcases,whentheemploymentoftheinsurediseffectivelyterminatedduetoredundancyor
reorganisation,butthepartiesformallyagreeonterminationbymutualconsent.Inthiscasetheperformance
oftheinsurerisconditionalupontheinsured’sprovidingdocumentaryproof,intheformofadocumenton
theterminationoftheemployment,thattheterminationoftheemploymentbymutualconsenttookplace
duetooneofthereasonsstipulatedintheinsuranceconditions,e.g.collectiveredundancy,reorganisationor
theliquidationoftheemployer.Inthevastmajorityofthedisputesthataroseduetothedeathordisabilityof
theinsured–similarlytorisklifeandhealthinsurance–thedisputebetweenthepartiesrelatedtotheissue
whetherthedeathorthepermanentdisabilityoftheinsuredisattributabletoanillnessorinjurythatalready
existedpriortothestartoftheinsurer’sriskinceptionorithasnorelationofcauseandeffect.

Recently, thevolumeof thegoods insuranceproduct typeof the insurershas increased.Theequipment
insurancereimbursestheunforeseendamagessuddenlyoccurringduringtheuseoftechnicalequipment(e.g.
telecommunicationequipment,householdmachines)asaresultofclaimeventsimpactingtheequipment
externally, not falling within themanufacturer’s warranty repair obligations (e.g. damage, breakage or
destruction)incasesstipulatedintheinsuranceconditions.Theequipmentinsurancetakenoutforhigh-value
telecommunicationequipmentoftenincludescoveragefortheftaswell.Withinthegoodsinsuranceproduct
typetheso-calledextendedwarrantyinsuranceprovidescoveragefortheinternalfailureoftheequipment
beyondthemanufacturer’swarrantyperiod.Thesubjectofthedisputesinrespectoftheaforementioned
insuranceproductgroupmostoftenrelatedtothedateofthebreakdownandthecauseofthedamage.Due
tothemasssaleofproducts,whichusuallytakesplaceintechstoresorthroughtelecommunicationservice
providers,inseveralcasesthetenderdocumentationandproofthattheinformationincludedthereinhasbeen
provided,areofteninadequatelydocumented.Bearingthisinmind,inrespectofthesetypesofinsurancethe
financialserviceprovidersconcludedacompromiseattheBoardorsatisfiedthecustomer’sclaimoutsideof
theproceedinginseveralcases.
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Life insurance

In2015theBoardreceived260lifeinsurance-relatedpetitions,ofwhich147caseswereassociatedwithunit-
linkedlifeinsurance,111caseswithtraditionallifeinsuranceand2caseswithpensioninsurance.

Traditional life insurance

Asregardstraditionallifeinsurancethevastmajorityofdisputesrelatedtotherejectionofthelegalbasisof
thedeathbenefit.InthesecasestypicallythebeneficiaryofthelifeinsuranceappliedtotheBoardrequesting
thatitshouldestablishtheinsurer’sobligationtoprovidethebenefit.Thetraditionaldeathinsuranceproducts
defineitasanexclusionriskwhenthedeathoftheinsuredisattributabletoanillnessorinjurythatalready
existedpriortothestartoftheinsurer’sriskinception.Inthisproductgrouptheinsurerstypicallyrejectedthe
beneficiaries’claimforinsurancebenefitsbasedonthisreason,therebyretainingtheirpracticeexperienced
inpreviousyears.

Since, in thevastmajorityofcases, theprotocolsofpost-mortemexaminationsstategeneral illnesses–
impactingasignificantpartofsocietyafteracertainage(thusinparticular,highblood-pressure,cardiovascular
diseases)–astheindirectcauseofthenon-accidentaldeath,whichalreadyexistedatasubstantialpartof
theinsuredwhenthecontractwasconcluded,thiscircumstanceservesasanevidentcauseoftherejection
intheinsurers’claimsettlementpractice.Whethertheinsured’sdeathhadacausalrelationwiththegiven
pre-existingillnesscanbeunambiguouslyestablishedonlybyamedicalexpert,andassuchtheBoardwas
notinthepositiontomakeadecision.Inviewofthisalargepartofthedisputesrelatedtodeathinsurances
wereterminatedduetotheimpossibilityofassessingtheexpertissues.

Unit-linked life insurance

Theunit-linked life insurance is a life insurancevehiclewhere the insurerplaces the technical reserves,
accumulatedonthebasisoftheinsurancecontract,intoassetportfolios(assetfunds)createdbyit,having
anindependent investmentpolicy,managedseparatelyandcomprisingoftheoreticalsettlementunitsof
identicalvalue(investmentunits),or into investment fundsmanagedbyanothercompanyauthorisedto
manageinvestmentfunds,forinvestmentpurposes,dependingonthechoiceofthecontractingpartyandin
accordancewiththerulesstipulatedinthecontractinadvance.Theinsurermayestablishseveralkindsofasset
fundsthatpursuedifferentinvestmentstrategy.Therearesafeassetfundsofferingloweryieldandalsoassets
fundsthatofferhigheryieldinthelongerrun,butinvestinginmoreriskyassets,e.g.inequity.Theinsurer
investsthecashcollectedastheconsiderationfortheunitspurchasedintheassetfundsinaccordancewiththe
assetfund’sinvestmentstrategy.Therefore,thepriceoftheinvestmentunitsrecordedonthecounterparty’s
accountiscontinuouslychanging,dependingontheinvestmentresultofthegivenassetfund–i.e.thecurrent
valueofallinvestmentinstrumentsintheassetfund–anditmayalsosufferasubstantialloss.

Itwasatypicalproblemthatwhentheinsurancewasterminatedduetothesurrenderoftheinsuranceor
premiumnon-paymentbeforethematurity,thecontractingpartyoftenreceivedasubstantiallyloweramount
thanhepaidin;inextremecaseseventhetotaldepositedamountwaslost.

Inrespectofunit-linkedlifeinsurancethepetitionersmentionedthattheyhadnotreceivedproperinformation
onthecharacteristicsoftheinsurancewhentheyconcludedthecontract.
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3.2.3 Capital market and investment services

Ofthecapitalmarket-relatedcases,hearingswereheldin68cases,inthecourseofwhichthepartiesreached
acompromisein5casesandinafurther11casesthepartiesagreedoutsideoftheproceeding.

Inthecaseofdisputesrelatedtoinvestmentfirms–similarlyto2014–petitionersmostoftendisputedthe
lawfulnessofthedeductionsburdeningtheamountstransferredtotheinvestmentaccountsandthequestion
whetherornottheactivityperformedbythegiveninvestmentfirmqualifiesasinvestmentadvisoryservice
wasalsooftenraised.Inthelattercase,thepetitioners’basicallegationwasthattheyreceivedadvice-like
proposalsfromthestaffoftheinvestmentfirmwithregardtotheinstrumentstheyshouldinvestin,asaresult
ofwhich–duetotheunfavourablepricefluctuations–latertheyrealisedaloss,andintheproceedingsthey
wantedtoenforcetheseclaims intheformofdamages. Intheproceedingstheywishedtoenforcesuch
claimsasdamages.Inthesecasesthepetitionersshouldhaveproventheirallegationagainstthesubmitted
documentaryevidencethatthepartiesalsoconcludedanagencycontractforinvestmentadvisoryservices.
Inviewofthedifficultiestoprovetheverbaldeclarations,andhencethefailureofevidence,theFinancial
ArbitrationBoardterminatedtheproceedingsrelatedtothesecasesbasedonthelackofgrounding.

Petitionsinseveralcasesrelatedtothefactthattheownershipofthedematerialisedsecuritiescannotbegiven
up;theownermaydisposethereofonlythroughtransfer;accordingtotheeffectivelawstheaccountholder
cannotclosethesecuritiesaccountthatcontainsecuritieswithoutactualvalueandturnover.Theaccount
holdermustbearthecostsrelatedtothemanagementofthegivensecuritiesaccount.

3.2.4 Cases of the funds

Petitionsreceivedin2015inrespectoffundswerenegligible,i.e.21,whichislessthanhalfofapercentof
allpetitionsreceived.Thevastmajorityofthereceivedpetitionsrelatedtopensionfunds;onlyoneofthe
complaintswasagainstahealthfund.Ofthe13fundcasesthatwereheardacompromisewasreachedin3
casesandin1casethepartiesagreedoutsideoftheproceeding.

Petitionersmostofteninitiatedtheproceedingsagainsttheseserviceprovidersinfinancialconsumerdisputes
arisingfromrejectionoftheclaimforbenefitsandsettlementsrelatedtothepaymentofyieldsandmembership
fees.Thepensionfunddisputesrelatedtothemandatorywaitingperiodandtothedisabilityretireestatus.
Theessenceofthedisputeagainstthehealthfundwasthequestionofeligibleservicesandproducts.Inthe
saiddisputethedifferenceofopinionsbetweenthepartieswasattributabletothedifferentrecognitionof
similar,substituteproductsandservices.

3.3 BINDING RESOLUTIONS AND RECOMMENDATIONS 

In2015,tworecommendationsandonebindingresolutionwereissuedinrespectoffinancialmarketcases,
whileintheinsurancemarket-relatedcasesonerecommendationwasmade.

Inoneoftherecommendationsthemeasureofduediligenceuponexaminingtheinstruments, including
public instruments,wasformulatedinrespectofthefinancialserviceproviders.Thesubjectoftheother
recommendationwasthecancellationoftheoptionrelatedtoacarfinanceloancontract,wheretheacting
panelestablishedthatthedurationoftheoptionwasdefineddifferentlyintheoptioncontractandinthe
businessregulationforming integralpartofthefirstasgeneralcontractualcondition.Theactingpanel–
applyingtheprovisionoftheoptioncontractinaccordancewithSection205/CoftheoldCivilCode,which
wasineffectwhenthecontractwasconcluded–establishedtheceasingoftheoptionandtherestrainton
alienationandencumbrance,establishedtosecuretheoption.

Inthecaseoftheinsurancemarket-relatedrecommendation,thepetitionerappliedtotheBoardforthe
reviewofhisdisputerelatedtohisclaimarisingfromanMTPLinsurance.Theessenceofthedisputewasthat
inrespecttodamageswhichthecausalconnectionandthepredictabilitycanbeestablishedwithregardto
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theimputabledamagescausedbytheinsuredholdingamandatorymotorthirdpartyliabilityinsurancewith
theinsurer.TheinsurerfulfilledtheBoard’srecommendation,maintainingitsdisagreementwithregardto
thelegalbasis.

Inthecaseaffectedbythebindingresolutionthesubjectofthepetitionwastheclaimrelatedtoreimbursement
of thecollectioncommissioncharged in respectofabouncedcheque. In thepetitionedcaseno foreign
bankchargewasindicatedinthe“Bouncedchequenotice”.Thenoticecontainedthecollectionfeeandthe
commissionforthebouncedcheque.Thefinancialserviceproviderfailedtojustifyintheproceedingsthe
legaltitleofthecalculationofthechargedcollectionfeeandtheamountthereof.Thecommissionofthe
bouncedchequecorrespondedtothefeestipulatedinthelistofconditions.Thefinancialserviceproviderdid
notjustifyitspositionstatedintheanswer,itfailedtosubstantiatethelawfulnessandamountofthecharged
costs,andalsofailedtoattachthebankingregulationsrelevantforthecaseandthedocumentsrelatedtothe
specifictransaction.Itsrepresentativedidnotappearatthehearing.Inviewofthistheactingpanelpassedits
resolutionbasedontheavailabledataandinformation.Intheopinionoftheactingpanelthechequecollection
feeinthecaseofthebouncedchequewasnotapplicableduetofailedcollection,hencenotransferfeecould
occurinrespectthereofeither.Thefinancialserviceprovidercouldinnowaychargeacommissionlawfully
fortheencashmentofthesamecheque,forthehandlingofthebouncedchequeandforthecollectionofthe
cheque.Theordersubmittedbythepetitionertocollectthechequewasnotfulfilled,asthechequevalidity
expired,thusthefinancialserviceproviderhadnorighttochargeadditionalcommissionapartfromthefee
specifiedinthelistofconditionsforthehandlingofunpaidcheques.

3.4 DECISIONS OF THE BOARD CONTESTED AT THE COURT AND THE RESULT 
OF THESE ACTIONS 

NoappealliesagainsttheBoard’sbindingresolutionsandrecommendations;however,theannulmentthereof
mayberequestedfromthecourt.Eitherpartymaybringanaction,withinfifteendaysfromthereceiptofthe
bindingresolutionortherecommendation,attheMetropolitanTribunalrequestingtheannulmentthereof,
ifthecompositionofortheproceedingsconductedbytheactingpaneldidnotcomplywiththeprovisions
oflaw,theBoardhadnocompetenceorincasetherequestshouldhavebeenrejectedwithoutahearing.In
addition,thefinancialorinvestmentserviceprovidermayalsorequesttheMetropolitanTribunalthatitshould
annultherecommendation,ifthecontentthereofdoesnotcomplywiththelaws.

The courtmay deliver a judgement only in respect of the annulment of the binding resolution or the
recommendation.

On1January2015twentylitigationswereinprogress.Duringtheyeartwonewactionswerebrought(both
ofthemwerecourtproceduresrelatedtorecommendationsmadein2014,oneofwhichwasarepeated
procedure);thisisamajordecreasecomparedtotheaveragetencasesinthepreviousyears,whichreflects
thehigherlevelofacceptanceoftheBoard’sdecisions.

Inoneoftherepeatedprocedures,theBoard–followingthereviewofthecontractsbetweenthebanks
andtheircustomers–proposedinitsrecommendationinvolvedintheactionthatinthecaseoftheoption
contractsconcludedas“collateral”formotorvehicleleasecontracts,wherethedeadlinefortheexerciseof
theoptionhadalreadyexpired,thebankshouldreleasetheregistrationcardsoftheleasedvehiclestothe
lessees,asonepointoftheleasecontractpermittedthis.Thecourtoffirstinstancerejectedtheclaimof
theplaintiffbankintherepeatedproceedingoffirstinstance,asitfoundthepanel’spositionvalid,namely
thatseveralcontractsconcludedwiththecustomerregulatedtherulesrelatedtothereleaseofthevehicle
registrationcardambiguouslyandduetotheprovisionsofdifferentcontent,thecourtaswellacceptedthe
interpretationthatwasmorefavourablefortheconsumer.Thejudgementisnotyetfinal.Intheothercasethe
insurercancelled–asinvalid–theconsumer’smandatorymotorthirdpartyliabilityinsurancecommencingon1
January2014,becausetheconsumer,inhiscapacityasclient,hadavalidcontractwiththepreviousinsureruntil
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7January2014.TheBoardtookthepositionthatthiswasapartialinvalidityonly,thusinitsrecommendation
itproposedtorestorethecontractwithinceptiondateof8January2014.Initsclaimsubmittedagainstthe
recommendation,theinsurercitedthejustificationintheMTPLAct,accordingtowhichnopartialinvalidity
exists;iftheperiodofthetwocontractspartiallyoverlaps,theentiretyofthelattercontractshallbeinvalid.
Thecourtoffirstinstancerejectedtheclaimbyitsjudgementdated6May2015,andacceptedtheargument
accordingtowhichtherecommendationappliedtotheeliminationofthecauseoftheinvalidity.Theinsurer
submittedanappealagainstthejudgement.Theappellatecourtchangedthejudgementofthecourtoffirst
instanceandrepealedtherecommendation.Thejudgementisnotyetavailableinwriting.

Ten litigiouscaseswereclosed in2015,andon31December12 litigationswerepending.Eighteennon-
appealablecourtjudgementswerepassedin2015.Thedistributionofthedecisionsisasfollows:

Decision of the court Number of court decisions

Prescribingnew(court)procedure 5cases

TheBoardwonthecase 8cases

TheBoardlostthecase 5cases

Total 18 cases

Thecourtpracticehasbeenuncertainforseveralyearsintheinterpretationofthestatutoryrulewhetherthe
serviceprovidermayapplytotheMetropolitanTribunalfortheannulmentoftherecommendationalsowhen
thecontentoftherecommendationconflictswiththelaws.Accordingtooneoftheinterpretations–mostly
advocatedbythecourtoffirstinstance–itissufficientfortheBoardtopassaresolutionintheproceedings
thatdoesnotconflictwithanybindingprovisionofthelaw.ThiscourtpracticeacceptedthattheBoardis
primarilyaconciliationbody,whichisnotobligedtotakeevidencethatcanbeexpectedfromthecourt.

However,theappellatecourtdidnotsharethisposition;accordingtotheirinterpretation,theBoardmust
explore–ascircumstancespermit,butsimilarly to thecourt’spractice– the factsof thecase,andpass
ajudgementthatisfullysubstantiatedinlegalterms,coveringallcircumstances.

In2015theBoardwoneightcasesbyfinaljudgement.Oftheseitwontwocasesatthecourtoffirstinstance,
fiveattheappellatecourt,whileonebyacourtjudgementclosingthereviewprocedureattheCuria.Two
actionswerebroughtbynaturalpersons,fivebybanksandonebyaninsurer.Oneofthetwoactionswonat
thecourtoffirstinstancewasbroughtbyanaturalperson,whichwasrejectedduetotheabsenceofadefinite
claim,withoutservingsummons,whiletheothercasethatwasclosedbyanactionatthecourtoffirstinstance,
thecourtrejectedtheclaimofthebankduetolatesubmission.

TheBoardwonthecaseattheappellatecourtinfouractionsbroughtbybanksandonebroughtbyaninsurer.

Inthecaseofonebankthecourtestablishedthattheonlyquestionthatmaybeexaminedintheactionwas
whethertheplaintiffbankwasabletoexcuseitsliabilityfordamages.ItconcludedthattheBoardhadcorrectly
establishedthattheplaintiffhadbeenunabletocomplywithitsburdenofproof,henceitrejectedtheclaim.

Inanotheraction,alsobroughtbyabank,thecourtrejectedtheclaimoftheplaintiff,becauseinitsviewthe
Boardcorrectlyrecommendedthatthefinancialinstitutionshouldnotenforceaclaimarisingfromsuchhire
purchasequickloans,inthecaseofwhichthegeneraltermsofcontractcouldnotbecomepartofthecontract,
becausethecontractenteredintoforceafterthesigningthereofbytheconsumer(butpriortothesigning
thereofbytheBank),hence,pursuanttoprovisionsoftheCivilCode,theconsumermadethedeclarationon
thecancellationinduecourse.
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Inthethirdaction,broughtbyabank,thecourtwasoftheopinionthattheBoardhadcorrectlyrecommended
torestoretheoriginalstatusinviewofthefactthattheactivityofavirusleadingtotheemptyingofthe
consumer’saccountviatheNetbankcannotbeimputedtotheconsumer.

Inthefourthaction,broughtbyabank,whichresultedintherejectionoftheclaim,thecourtemphasisedthat
theplaintiff’sopinionaccordingtowhichthegrantingofanequityloanprecludesthepetitioner’scapacityof
consumer,isunfounded.

Inanaction,broughtbyaninsurer,attheappellatecourt,thecourt–interpretingtheBoard’sreferenceto
thelatesubmissionoftheclaimasastatuteoflimitationobjection–rejectedtheclaimwithoutexamining
thecontentoftheclaimonthemerits.TheclaimofanaturalpersonwasrejectedbytheCuria–upholding
thedecisionofthecourtoffirstinstanceandoftheappellatecourtwiththesamecontent–duetobeinglate.
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4 Activity in 2015 related to 
settlement conciliation cases

In2015anewtask–materiallydifferingfromthetraditionalconciliationprocedure–wasassignedtothe
Board.ThelegislatorassignedsuchnewactivitytotheBoard,theperformanceofwhichwasorderedbylaw
andtherebycausedittobecometheprimarylegalremedyforumforsettlingdisputesrelatedtothesettlement.
Thistypeofprocedureincludesthreegroupsofcases:group151isusedforrequestingthedeterminationof
thecorrectsettlement,group152isusedforrequestingtheconductingofthecomplaintprocedure,while
group153isusedforrequestingthedeterminationoftheexistenceofthesettlementobligation.

4.1 THE EXPERIENCE OF THE BOARD IN THE DIFFERENT CASE TYPES

Case type 151

Petitionersmustpresenttheincorrectdataormiscalculationinthesettlementstatement,andthecalculation
anddatahebelievestobecorrect.Itishisstatutoryobligationtoprovideproofforthis.Thepetitionhadto/
hastosatisfybothconditionsjointlyinordertoensurethesuccessofthedisputewithregardtothesettlement
statementpreparedbytheserviceprovider.However,asignificantnumberofpetitionswereunabletofulfil
theseconditions;instead,themajorityofthepetitioners–withoutindicatingthespecificerror–requested
theBoardtoverifythecalculationinfull,i.e.tocheckthecorrectnessofthesettlementstatementprepared
bythefinancialserviceprovider.

Alargenumberofpetitionersdeemedtheunfairlychargedamountdeterminedforthemtoolow.Inmanycases
theystartedtheprocedurewithoutfirstsubmittingacomplaintorsimultaneouslywithsubmittingacomplaint,
orwithoutwaitingfortherejectionofthecomplaint.Eventhemajorityofthosewhohavealreadyundergone
thecomplaintprocedurewereunabletospecifytheincorrectdataormiscalculationintheprecedingprocedure.

Mostpetitionersindicatedtheunfairlychargedamountas“incorrectdata”,whichtheyassumedtobethe
differencebetweenthecurrentexchangerateandtheexchangerateatthetimetheloanwasdrawnup.
Theerrorcouldbeindicatedinameaningfulmanneronlyafterreviewofthedetailedsettlementstatement,
highlightingtheincorrectdatainthedetailedstatementanddeducingtheincorrectcalculationtherefrom.
Accordingly,solelybyexaminingthenoticeonthesettlementitwasnotpossibletodisputesuccessfullythe
settlementcalculatedbytheserviceprovider;neverthelessmanyhavetriedit.Severalpetitionersperformed
variousoperationswithcertaindataincludedinthedetailedsettlementstatement,e.g.addingordeducting
thegrandtotalsofcertaincolumns,concludingtherefromthatthesettlementwasincorrect.

Petitionersfrequentlyexpectedthereimbursementoftheexchangeratedifferenceratherthantheexchange
ratespreadandtheexcessamountchargedasaresultofanyunilateralcontractmodification,ignoringthe
possibilitiesandtheframeworkprovidedbythelawgoverningthesettlement.

Petitionersoftendisputedthevalidityofthecontract,orcertainelementsthereofortheloanscheme,instead
ofthesettlement,therebymissingthechancetofocusonthesettlement.Petitionersalsofrequentlystated
thattheywouldnotacceptthesettlementstatement,withoutspecifyinganyreasonforit.

Itwasalsoatypicalpetitionwherethepetitionerreceivedanddidnotdisputethenoticeonthesettlement
andtherelateddetailedstatement,but–insteadofindicatingtheerror–requestedtheserviceprovider
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andthentheBoardthattheserviceprovidershouldprepareadetailedcalculationinatablecompiledbythe
petitionerbasedonhisowncriteria,inasequenceandwithdatadeterminedbyhim.

AlargenumberofpetitionswerereceivedrequestingtheBoardshouldrevisetherecalculatedsettlement
preparedbythepetitioners.Theserecalculatedsettlementswerepreparedbyamethodologyunknownbythe
Board,theyconsideredonlyafewdata(e.g.principal,interest),ignoringthechangeintheinstalmentamounts,
theexchangerateandthecostsincurred.Similarly,thepetitionersfrequentlyusedthecalculatorspublished
onvariousinternetportalsforthecalculationandrecalculationoftheirloans.TheBoarddidnotregardthese
casesasdisputesonthemerits,astheydidnotcomplywiththestatutoryconditions;themethodologyis
regulatedbylawandneitherthepetitioners,northeserviceprovidersareallowedtodeparttherefrom.

Anadditionalnumberofpetitionswereattributabletothefactthatthepetitionersdidnotfindtherecognition
ofthepaidamountsinthesettlement,theyconstruedthenotionofunilateralcontractmodificationincorrectly
whendeterminingthetransactioninterestratelinkedtothereferencerate,andtheyregardedthechangein
thereferencerate–ratherthanthechangeintheinterestratespread–asaunilateralinterestrateincrease.

Theconversionintoforintcouldalsobedisputedonlyinamannerstipulatedbythelaw;i.e.petitionershadto
indicatetheincorrectdataand/ormiscalculation,indicateandprovethecorrectdata/calculation.Inthisarea
thesubjectofthepetitionsoftenincludedthedeterminationoftheinterestrate.Inalargenumberofpetitions
thepetitionersignoredthefactthataccordingtotheircontracttheypaidapreferentialinterestratewhen
theyconcludedthecontract,whichdifferedfromtheinterestratestatedintheAnnouncement;accordingly,
whentheserviceproviderperformedtheconversionintoforintithadtoapplytheinterestratestipulatedin
theAnnouncementasatthetimeofthecontractexecutionratherthanthepreferentialinterestrateprovided
inthehopeofcontracting;forthisreasonthepetitionerswereunabletodisputethesettlementsuccessfully.

Inrelationtotheconversionintoforintthesubjectofthedisputesofteninvolvedthemonthlyinstalment
amountsindicatedinthenewrepaymentschedule.Petitionersindicatedthisasanerror,buttheyfailedto
substantiateit.Thepetitionsthatdisputedthefutureinstalmentsbecausetheyfoundittoohighandcould
notprovideanyotherjustification,couldonlybetreatedaspetitionsforequitabletreatment.

Theconversionoftheoutstandingprincipalintoforintwasaproblematicpartoftheforintconversion.Since
thelawprescribedtheconversionexchangerate,theserviceproviderswerenotinthepositiontodepart
therefrom.Thepetitionerssubmittedseveralobjectionsinthisregard,howeverthesecouldnotberegarded
asdisputesonthemerits.Mostpetitionsobjectedtothefactthatasaresultoftheconversiontheprincipal
expressedinforintsignificantlyincreased.

Thelawpermittedinaverylimitednumberofcasesthatwheretheconditionsweresatisfied,thefinancial
serviceproviderscouldpreparethesettlementrelyingonanestimationmethod.However,thesecaseswerenot
disadvantageousforthepetitioners,asthesettlementperformedbyestimationwasperformedinsuchaway
thatitignoredthefactthattheborrowermayhavepaidlate,hencethedefaultinterestwasnotindicatedand
chargedeither;therecalculationcouldhaveresultedinalowerconsumerdebtorevena“zero”settlement.

Ifthepetitionerscouldprovebydocumentstheamountsandthedatesoftheinstalments,thefinancialservice
providerundertooktorecalculatethesettlementbasedontheconfirmedamounts.

Sinceinthelegalremedyphasethemannerandwayofdisputingthesettlementwerealsoregulatedbylaw,
whichlimitedtheBoard’sdecision-makingpowersaswell,theprimarydutyoftheBoardwastokeepthe
individualprocedureswithintheseboundaries.

Inthecaseofthosepetitionswherethepetitionerfailedtospecifythedataormiscalculation,theBoardhad
nootheroptionbuttocalluponthepetitionertosupplementthedata.Unfortunately,thesecallswereleft
unansweredinanumberofcases,ortheanswersdidnotcontaintherequestedinformation.Thepetitioners’
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declarations received in response to thecalls for supplementationwerealsounable tospecify theerror
successfully,thusaverylargenumberofpetitionsbecamestalledalreadyinthisinitialphaseandwerenot
suitableforassessmentonthemerits.

Inthosecaseswherethepetitionswereaccepted,inviewoftheanswerssubmittedbythefinancialservice
providers–alsocontainingadetailedexplanation–thepetitionersacceptedtheserviceprovider’sresponse
onseveraloccasionsinrespectofpartofthedataspecifiedbythem;i.e.inthesecasesalreadythedetailed
calculationpresentedintheanswerandtheexplanationgivenbythefinancialserviceproviderprovedtobe
sufficient.

Case type 152

Thisremedywasavailabletothosepetitionersthatinitiatedthecomplaintprocedureinexcessof30daysafter
thereceiptofthesettlementstatement,i.e.late,thustheserviceprovidersdidnotexaminethecomplaintson
themerits;theynotifiedthecustomerthatthecomplaintwassubmittedlateandsincethepetitionerfailed
todisputethesettlementwithinthedeadline,theyregardeditasaccepted.

PetitionersoftenignoredthecircumstancethatthelaunchoftheBoard’sproceedingsisalsoconditionalupon
arejectedcomplaint;i.e.inordertodisputethesettlementonthemeritstheserviceprovider’sanswertothe
complaintwithoutexaminingthemeritsofthecase,citinglatesubmission,wasnotsufficient.Asaresultof
thiscircumstancealargenumberofpetitionswerereceivedwherethepetitionerdisputedthesettlement,but
didnothaveaneffectivelyrejectedcomplaint;thereforetheBoardtreatedtheseasdisputeswithregardto
thelatesubmissionofthecomplaintandcalleduponthepetitioners–intheformofcallforsupplementation
–toconfirmthepreventionofthepetitionerandthedatewhenthepreventionceased.

Inmostofthesetypesofprocedurespetitionerswereunabletoprovidetheresponseoftheserviceprovider
rejectingthecomplaintinwhichthepetitionertriedtojustifyhisdelay,thustheserviceprovidershadthe
opportunity tomakeadeclarationon theexaminationof thecomplaintand the justificationof the late
submissionforthefirsttimeintheproceedingsconductedbytheBoard.Theconfirmationsanddeclarations
madebythepetitionerswithregardtotheirdelaywereratherdiverse.Inmostcasespetitionerswereprevented
frommakingthecomplaintduetotheirstayabroad(e.g.workingabroad)orillness.TheBoardtreatedthe
confirmedforeignemploymentandpermanentillnessasjustifiedprevention;however,itdidnotacceptthe
proofsubmittedbythepetitionerwhenitevidencedasickleaveofoneortwodayswithinthe30-daydeadline
forsubmittingcomplaints,asduringtheremaining28-29daysthepetitionerwouldhavebeenabletosubmit
hiscomplaint.

NordidtheBoardfinditacceptablewhenthepetitionermadeadeclarationontheprevention,butfailed
toattachanyconfirmationevenuponthecallforsupplementation.TheBoardalsoreceivedunacceptable
declarationsanddocumentsmeanttobejustification,suchasthepersonalidentitycardofunderagechildren
orthedeathcertificateofarelative,etc.

Case type 153

Thistypeofremedywasavailabletothosepetitionerswhohadnotreceivedasettlementstatementfromthe
financialserviceprovider,butintheiropiniontheyshouldhavereceivedoneinrespectoftheirloancontract.
Thelegalframeworkhaschangedinthisareaafterthedispatchofstatutorysettlementstatements–from18
May2015–anditextendedtherangeofthoseconsumerswhocouldinitiatethistypeofprocedure(initially,
accordingtothelaw,onlythosedebtorswereentitledtosubmitthispetitionwhowerealsoentitledtoregular
annualnotifications;lateronwiththemodifiedlawthiswasalsoextendedtoco-debtors.Theprovisionsofthe
lawdidnotspecifytheguarantororthemortgageraspersonsentitledtodisputethesettlement).Thefactthat
thelegalframeworkwasunknowntoornotacceptedbythepetitionersgaverisetopetitionswhereinitiallythe
procedurewasinitiatedbytheco-debtor(despitethefactthatatthattimehewasnotyetentitledtodoso),
butoftenguarantorsandmortgagersalsoappliedtotheBoardrequestingthatthenoticeonthesettlement
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besenttothemaswell.However,thislattergroupwasnotentitledtothisevenafterthemodificationofthe
law,hencethepetitionswererejected.

TheActalsoregulatedthedateuntilwhichthefinancialserviceprovidershadtodispatchthesettlement
statements,thewayinwhichtheyhadtonotifythedebtorsonthecompletionofthesettlement,andthe
intervalcalculatedfromthenoticeavailableforthedebtorswhodidnotreceivethesettlementstatementto
lodgeacomplaintwiththeirserviceprovider.Inthisrespect,averylargenumberofpetitionswerepremature,
asthepetitionersappliedtotheserviceproviderandthentotheBoard,notwaitinguntilthestatutorydeadline,
notevengivingachancetoreceivethenoticeonthesettlement.Themajorityoftheseprocedureswere
terminatedduetothefactthatthepetitionersreceivedthesettlement later,hencethepetitionbecame
irrelevant.

Alargenumberofpetitionswerereceivedwithintheframeworkofthisremedyprocedureaswell.Inalarge
numberofcasesthepetitionerswereindeednotentitledtothesettlement.Thereasonsforthiswererather
varying.Oftenthepetitionedcontractdidnotfallwithinthelaw,andparticularlytheSettlementActdidnot
applytoitintermsofitstemporalormaterialscope;however,thepetitionersignoredthisdespitethefact
thattheserviceproviderclearlyexplainedthisintherejectionofthecomplaint,alsoindicatingthereference
totheprovisionsofthelaw.

Alargenumberofpetitionswerereceivedinrespectofcontractsthatwerenotconsumercontracts.Essentially
thesewereprojectfinancingloans,wherethepetitionerscommittedinthecontracttoconstructingmore
thanonerealestate.Neitherthetitle,northesubjectofthecontractmadeitclearthatitwasnotaconsumer
contract; it became clear from the classification of the collateral properties by the Land Registry (e.g.
constructionplot)andfromthedocumentsthatprecededthecontractthattheloan’spurposewasnotthat
ofaconsumerloan.

Thetitleofthecontractsatoneoftheserviceprovidersimpliedthattheywereconsumercontracts;however,
itturnedoutthattheyweretradingnamesandmostofthesetransactionsaswellhadeconomicpurposes;
thiscouldbeclearlydeducedandestablishedfromthepreliminarydocuments,thusthecontractcouldnotbe
treatedasaconsumercontract.TheBoardhadthepossibilitytoconsiderthecontract,thecontentthereof,as
wellasthedocumentsthatprecededthecontracting,whenestablishingthenatureofthecontract;accordingly,
theactingpaneldidnotexaminetheactualutilisationoftheloan.

Alargenumberofcarfinanceloanswereconcludedwithsoletraderdebtors,who–citingsettlementlaws–
appliedforthepreparationofthesettlementstatement.Inthesecasesitwasundisputablethatthecontract
containedthedataofthesoletrader,whilethepetitionersreferredtothefactthattheyhadnotrecognised
anycostinrespectofthecarinthebooksoftheirundertaking.Petitionersoftenstatedthattheywereentitled
tosettlement,citingseveralreasons,butinmostofthecasestheywereunabletoproveit.Thecaseswhen
theprocedurewasinitiatedbyentrepreneursrenderingpassengerservicesalsorepresentedproblemsin
respectofcarfinancecases.

Petitionersalsoobjectedtothefactthatthepersonsthatassumedtheloancontractsconcludedbyacompany
werenotentitledtosettlement.Thelawwasclearinthesensethatthesettlementobligationcoversconsumer
contracts;hencetheserviceprovidershadnosettlementobligationinrespectofthosecontractswherethe
underlyingcontractwasconcludedbyacompany(non-consumer)andlateritwasassumedbyaconsumer,since
theoriginalcontractwasconcludednotwithaconsumerandtheassessmentofthesettlementobligationis
basedonthestatusatthetimewhenthecontractwasconcluded.Whentheconsumercontractwasassumed
byanon-consumerentity,thefinancialserviceproviderhadnosettlementobligationtowardthenon-consumer
entitythatassumedthecontract,butitdidhavesettlementobligationtowardtheconsumerinrespectofthe
overpaymentsmadeuntilsuchtimeasthedebtwasassumed(providedthattheconsumer’sreceivablehad
notlapsed).Itwasalessfrequentcasewhentheconsumerloanwasassumedbyanotherconsumer;inthis
casetheserviceproviderhadasettlementobligationtowardthepersonthatassumedtheloan,inrespectof
theoverpaymentsbothbeforeandaftertheassumption.
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Suchpetitionswerealsoreceivedinrespectoftheexistenceofthesettlementobligationwherethepetitioners
appliedforsettlementinrespectoftheirloanrepaidearlyatapreferentialexchangerate.Accordingtothe
law,serviceproviderswereobligedtopreparethesettlementstatementinrespectoftheloansrepaidearly
atapreferentialexchangerate,ifthepetitionerappliedforthisbetween1and31March2015(substantive
legaldeadline)andpaidafeeofHUF10,000.Alargenumberofpetitionerssubmittedtheapplicationforthe
settlementafterthisdeadline,andofteninformedtheserviceproviderverballyonlythattheywouldrequire
asettlementstatement;inmostofthecasesthefeewasnotpaideither,thustheycouldnotconfirmittothe
Boardeither.TheBoardcouldobligetheserviceprovidertopreparethesettlement,onlyifthepetitionercan
confirmthefulfilmentofthesetwoconditions,i.e.heappliedforthesettlementinwritingwithinthedeadline
andpaidthefee;however,mostofthepetitionsdidnotfulfilthesecriteria.

4.2 SETTLEMENT CASES IN FIGURES

Thenumberofsettlementrelatedpetitionsreceivedbetween1Marchand31December2015was15,562
intotal,andwereagainst186serviceproviders,asshowninAnnex11.On1January2016,26.7percentof
thesecaseswerepending.

Petitions received, pending and closed as of 31 December 2015 by case type

Case type 151

Determinationof
correctsettlement

Case type 152

Bindingresolutionto
conductthecomplaint

procedure

Case type 153

Determinationofthe
existenceofthe

settlementobligation

Total

Received 13 071 535 1956 15562

Pending 3276 235 651 4162

Closedcases 9795 300 1 305 11 400

Of the receivedpetitions84percent related to thedeterminationof thecorrect settlementand/or the
conversionintoforint.

Received petitions by case type and month (quantity)
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ThemajorityofthesettlementpetitionsrelatedtotheOTP(OTPBankNyrt,OTPJelzálogbank,OTPIngatlanlízing,
OTPFaktoring,OTPJelzálogbank,OTPLakástakarékpénztár)andtheMerkantil(MerkatilBank,MerkantilCar
GépjárműLízing,Merkantil Ingatlanlízing)Group; intotal3,211casesrelatedtothesegroups;theBoard
received1,614petitionsinrespectofLombardLízing,1,329inrespectofErsteBankZrtand1,293inrespect
ofK&HBankNyrt.Seventytwopercentofallpetitionsrelatedtonineserviceprovidergroups,while28per
centofthemconcernedotherfinancialinstitutions.

TheBoardclosed11,400casesby31December2015,i.e.73.2percentofallreceivedpetitions

Closed cases by case type 

Result of the closed case Case type 151
(pcs)

Case type 152
(pcs)

Case type 153
(pcs)

Total
(pcs)

Resolutiononcompromise 52 6 45 103

Bindingresolution 10 61 92 163

Resolutionterminatingtheprocedure 9729 233 1168 11 130

Consolidationwithpending
procedures

4 0 0 4

Total number of cases closed 9 795 300 1 305 11 400

Anumberoftheresolutionsoncompromisewereaimedatthesettlementofthepaymentsbecomingdue
andpayableinthefuture,asthepetitionersfinallyacceptedtheresultofthesettlement.Alargenumber
ofthesecompromisesservedthepurposeofreducingthepetitioners’futurefinancialburdens.Inalarge
numberofthecompromisesthefinancialserviceprovidersundertooktoprepareandsendthesettlement
tothepetitioners,evenifthelawdidnotobligethemtodoso.TheBoardalsopassedresolutionswhereit
managedtonegotiateotherbenefits,allowances,easedpaymenttermsortheforgivingofminoroutstanding
paymentobligationsforthepetitioner.

Mostofthebindingresolutionsweremadeinthepetitionsfordeterminationofthesettlementobligation
(casetype153).In92casesthebindingobligationsresultedfromtheincorrectconstructionofthesettlement
lawsbythefinancialserviceprovidersortheabsenceoftheregistrationofthedebtor’sconsumercapacity,as
wellasfromthefactthattheserviceprovidersallegedthatthepetitionershadconcludedthecontractnotas
consumers,buttheywereunabletoprovethisbythesubmitteddocuments.TheBoardestablishedin61cases

Financial institutions involved in the petitions
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thatthecomplaintofthepetitionerwasnotlateandobligedtheserviceproviderstoconductthecomplaint
procedure.Thenumberofbindingresolutionsincasetype151was10untiltheendoftheyear.

Amongtheclosedcasestheratiooftheresolutionsterminatingtheprocedurewasthehighest.In73percent
(8,171cases)oftheterminatedcasestheBoardwasunabletopassadecisiononthemerits,becausethe
petitionersdidnotrespondtothecallforsupplementationorfailedtosubmitallmissingdocuments;in2,773
cases(25percent)thepetitionswererejectedduetobeingunfounded.

Resolution terminating the procedure broken down by the cause of termination 

Case type 151

Determinationof
correctsettlement

Case type 152

Bindingresolution
toconductthe
complaint
procedure

Case type 153

Determinationof
theexistenceof
thesettlement

obligation

Total

Thesubmissionofthepetitionwas
notprecededbyacomplaint
procedure

42 1 8 51

Thecomplaintwasnotrejectedby
thedeadline

4 0 0 4

Latesubmissionofthepetition 37 5 4 46

Noresponsetotherequesttothe
supplementationnotice

3776 76 384 4236

Thepetitioncannotbejudgedeven
afterthesupplementation.

3716 72 147 3935

Thepetitionerwithdrewhispetition 38 4 26 68

Thepartiesmutuallyrequestedthat
theprocedurebeterminated

1 0 2 3

Unfoundedpetition 212 75 586 2 773

Thepetitionwassubmittedby
apersonineligibletodisputethe
settlement

0 0 2 2

Duringthesuspensionofthe
proceedingthefinancialinstitution
preparedanewsettlementstatement

3 0 9 12

Total: 9 729 233 1 168 11 130

ThedecisionpassedbytheBoardwascontestedbythepartiesatthecourtin949cases,initiatingcivilnon-
litigiousprocedure.Ofthecontestedresolutions831concernedcasetype151,31ofthemconcernedcase
type152and87ofthemconcernedcasetype153.

Ninety-sixpercentofnon-litigiousprocedureswerebroughtbyconsumers;financialinstitutionsbroughtsuch
actiononlyin31cases.TheBoardreceived98judgementsfromtheactingcourtsaccordingtowhichthecourts
havealreadypassedtheirruling,52ofwhicharealreadyfinal.

One-thirdofthejudgements(33)orderedthereturnofthecasetotheBoard,asinthecourt’sopinionthe
initiativeofthepetitionercannotbeclassifiedaspetitionforremedysuitablefornon-litigiousprocedure.In60
percentofthecasesthecourtupheldtheresolutionoftheBoard,whileitchangedtheresolutioninonecase.

OnlysixjudgmentsorderedtheBoardtoconductnewproceedings;alloftheserelatedtothedetermination
ofthecorrectsettlement(casetype151).
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Results of the non-litigious procedures as at 31 December 2015

Case type 151

Determinationof
correctsettlement

Case type 152

Bindingresolution
toconductthe
complaint
procedure

Case type 153

Determinationof
theexistenceof
thesettlement

obligation

Total

Petitionsfornon-litigiousprocedure 831 31 87 949

Courtjudgementspassed: 84 1 13 98

Upholdsthedecision 50 0 8 58

Changesthedecision 0 0 1 1

Prescribestoconductnew
proceeding

6 0 0 6

Other(theproceduredidnotstart,
nocompetence,rejectionwithout
examiningthecaseonthemerits)

28 1 4 33

Non-appealable judgements 43 1 8 52
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5 Cross-border financial consumer 
disputes and experiences

Thenumberofcross-bordercasessofarhasbeennegligibleinthepracticeoftheBoardcomparedtoother
cases,andthishasnotchangedin2015either,althoughitshowsanincreasingtrend.Thenumberofnew
cross-bordercaseswas18,33and42in2013,2014and2015,respectively.Thecross-bordercasesmaybe
initiatedbyconsumerswithaplaceofresidenceorabodeinHungary,whodonotnecessarilyhavetobe
Hungariancitizens,againstfinancialserviceprovidersseated inanotherstatebelongingtotheEuropean
EconomicArea(EEAmemberstate),orconversely,i.e.byconsumersresidentinanotherEEAmemberstate
–Hungarianorforeigncitizens–againstfinancialserviceprovidersseatedinHungary.Theinitiationofthe
procedureissubjecttotheuseofadesignatedform;thepetitionmaybesubmittedintheEnglishlanguage
dedicatedformattachedasAnnex5.

On1January2015,fivesuchcross-bordercaseswerependingthatwerereceivedbackin2014;during2015,42
newcasesarose.Thirty-eightcaseswereclosedduringtheyear,andninecaseswerependingon31December.

Ofthe38cases,11caseswereinitiatedbyconsumersresidinginHungaryand27petitionsweresubmittedby
consumersresidingabroad;20ofthesecaseswereagainstbanks,7ofthemwereagainstinvestmentservice
providers,6ofthemagainstinsurersand4ofthemagainstfinancialenterprises;inonecaseitwasnotpossible
toidentifytheorganisationagainstwhichthepetitionwassubmitted.ProceduresagainstHungarianservice
providerswereinitiatedinalargenumberofcasesbyHungariancitizensworkingpermanentlyabroad.The
serviceprovidersinvolvedinthecomplaintsandthenatureofthecomplaintsdonotsignificantlydifferfrom
thoseexperiencedinthegeneralproceedings;e.g.inthecaseofforeigncurrency-denominatedcreditand
loantransactionsthepetitionsforremedyrelatedtotheexchangeraterisk,therewereproblemswithregard
totheuseofcreditcardsandthepricingofproducts.

Asfarastheclosingofcasesandtheresultsthereofareconcerned,proceduralobstaclearoseintwocases,
in29casesthepreconditionsoftheprocedureonthemeritswerenotfulfilled,asthepetitionersfailedto
complywiththecallforsupplementationinfull.Inrespectofthosecasesthatwererejectedduetothefailure
tocomplywiththecallforsupplementation,thepetitionersarenotpreventedperpetuallyfromalternative
disputeresolutionprocedures,astheyarealwaysinformedthatbysubmittingacompletepetitiontheymay
initiatetheproceedingsoftheBoardrepeatedly.TheBoardfoundthepetitionunfoundedin6cases,inone
casethepetitionerwithdrewhispetitionandinformedtheBoardthatfollowingthelaunchoftheproceedings
thefinancialserviceproviderfulfilledhisrequeststatedinthepetition.

Inasubstantialnumberofcross-borderfinancialconsumerdisputesnoactualprocedureonthemeritsstarted,
andtheprocedureattheBoardcouldbeclosedbyprovidingadministrative information. In11casesthe
petitionershadtobeinformedthatthefinancialserviceprovidermadenosubmissiondeclaration,henceit
wasnotpossibletoconducttheprocedureonthemeritsandtheclaimmayonlybeenforcedatcourt.Almost
allofthecasesagainsttheinvestmentfirmregisteredinCyprus,i.e.IronFX Global Limitedwereclosedon
providingthisinformation;allofthesecaseswereinitiatedbyHungarianconsumers.
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ANNEX 1

 

Please mark with X if your petition is related to car purchase loan or car lease ☐ yes 
 

1A. PETITIONER'S data: (Any person qualifying as a CONSUMER, i.e. a natural person acting for purposes falling outside his inde-
pendent occupation and economic activity, may be a petitioner.) 

1A.1 Petitioner's name:  
 

1A.2 Residential or 
postal address:  

 
 
 

1A.3 Date and  
place of birth: 

                                                    Place of birth: 

1A.4 Telephone number:  
 

1A.5 Capacity:  
Please mark with X as 
applicable 
 

☐ debtor ☐ demand guaran-
tee provider ☐ mortgager ☐ heir 

☐ in the case of insurance 
contracts            con-
tractor 

☐ insured ☐ beneficiary ☐ fund mem-
ber 

☐ other (please describe) 
 

 

1B. ADDITIONAL PETITIONER'S data: (Any person qualifying as a CONSUMER, i.e. a natural person acting for purposes falling 
outside his independent occupation and economic activity, may be a petitioner.) 

1B.1 Petitioner's name:  
 

1B.2 Residential or 
postal address:  

 
 
 

1B.3 Date and  
place of birth: 

                                                    Place of birth: 

1B.4 Telephone number:  
 

1B.5 Capacity: 
Please mark with X as 
applicable 
 

☐ debtor 
 

☐ demand guaran-
tee provider 

☐ mortgager ☐ heir 

☐  in the case of insurance 
contracts            contractor 

☐ insured ☐ beneficiary ☐ fund mem-
ber 

☐ other (please describe) 
 

 

 

 

 

150. GENERAL CONSUMER PETITION  
  

place of bar code 

CASE NUMBER:                           
To be submitted in 1 copy to the Financial Arbitration Board 

 
 

Place of receipt 

 
 
 
 
 

You may download this form from the website of the Financial Arbitration Board 
(www.penzugyibekeltetotestulet.hu) and fill in legibly or by typewriter.  
You may send the filled in form to our postal address (Pénzügyi Békéltető Testület 
1525 Budapest, Postafiók 172) or submit in person at the customer service desk of 
the Magyar Nemzeti Bank (address: H-1013 Budapest, Krisztina krt. 39.).  
The petition may also be submitted via the designated Bureaus of Civil Affairs or in 
electronic form via the e-government portal. (www.magyarorszag.hu) 
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150-A 
Name of petitioner as per point 1A.:  
_________________________________________________________________ 

Date of birth: 
                                                     

 

2. PROXY'S data 

If you wish to act via a proxy, please also fill in and sign the POWER OF ATTORNEY form, obtain the signature of two witnesses 
and attach the original copy as annex to the petition.  

2.1 Proxy's  
name: 

 

2.2 Residential or  
postal address: 

 

2.3 Telephone number:  
  

 

3. Data of the FINANCIAL SERVICE PROVIDER: 

3.1 Name of the financial 
service provider: 

 
 

3.2 Address of the finan-
cial service provider:  

 
 

   

3.3 Name of the addition-
al financial service 
provider: 

 
 

3.4 Address of the addi-
tional financial service 
provider: 

 
 

  

4. DECLARATION ON DISQUALIFYING REASONS HINDERING THE INSTITUTION OF PROCEEDINGS: 

Please be informed that the Financial Arbitration Board may only start the proceeding, if none of the disqualifying reasons listed 
below exists.  
Based on the same factual data and for the same right 

4.1 – a Financial Arbitration Board proceeding has been initiated before  ☐ no  /  ☐ yes 
4.2 – a mediation procedure has been initiated before ☐ no  /  ☐ yes   

4.3 – there is a pending civil action ☐ no  /  ☐ yes 

4.4 – already a final judgement has been passed in the case, or there is a binding 
warrant for payment ☐ no  /  ☐ yes 

4.5 –  the petitioner has formerly submitted an equity petition to the Financial Arbi-
tration Board ☐ no  /  ☐ yes 

 

5. Data related to the COMPLAINT SUBMITTED TO THE FINANCIAL INSTITUTION: 

Please be informed that the Financial Arbitration Board may only start the proceeding, if you have attempted to resolve the dis-
pute directly with the financial service provider and your complaint (equity petition) has been rejected. If you have not lodged a 
complaint (equity petition) with the financial service provider, you may not initiate the proceeding of the Financial Arbitration 
Board. 
5.1 When did you submit your complaint/equity petition to the financial institu-

tion? …… day ……………… month 201... year 
5.2 Please mark with X, if the financial institution did not respond to your com-

plaint/equity petition and already 30 days have elapsed since the receipt of the 
complaint. 

☐ yes 

5.3 When did you receive the financial institution's letter on the rejection of the 
complaint/equity petition?  

 
…… day ……………… month 201... year 
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150-B 
Name of petitioner as per point 1A.:  
_________________________________________________________________ 

Date of birth: 
                                                     

 

6. SUBJECT OF THE PETITION AND DESCRIPTION OF THE REASONS: 
 

6.1  Describe the subject of the petition and indicate the amount involved:  

6.1.1 Description of the petition: 

 
 
 
 
 
 
 

6.1.2 Amount involved in the petition:  
(if it can be determined, please in-
sert) 

                                                                                                 HUF 
 

6.2 Detailed presentation of the reason for the petition:  

Attach the copies of the instruments supporting your allegations and indicate in point 7 the documents you attached to 
support your allegations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Please mark with X, if you continue Point 6.2 on additional sheet 150-B/1: ☐ yes 
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150-B/1 
ADDITIONAL SHEET FOR POINT 6.2 
Name of petitioner as per point 1A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

Detailed presentation of the reason for the petition (continuation of Point 6.2):  
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7. ANNEXES TO THE PETITION:  

The launch of the proceeding is conditional upon attaching the documents supporting your allegation to the petition.  
In the case of Points 7.1.1-7.1.4 and 7.2.1–7.2.3 it is sufficient to mark with X on the form that you have attached the instrument, 
while in the case of Point 7.2.4, please list the additional instruments you have attached.  
 

7.1 Annexes related to Points 2-5 of the petition: 

7.1.1 Complaint/equity petition you 
have submitted to the financial institution   

attached:☐ 

7.1.2 Letter of the financial institution on the rejection of the complaint/equity petition attached:☐ 

7.1.3 
If you have not received a response to your complaint from the financial institution, the doc-
ument evidencing the submission of the complaint (e.g. the post office receipt of the regis-
tered mail) 

attached:☐  

7.1.4 Original copy of the filled in and signed Power of Attorney form, if you have filled in Point 2 of 
the petition 

attached:☐ 

 
7.2 Annexes related to Point 6 of the petition: 
 
7.2.1 Document confirming the legal relationship pertaining to the financial services (e.g. contract, 

insurance proposal, insurance policy)  
    

attached:☐ 

7.2.2 Documents related to the insurance service claim (e.g. claim assessment protocol, expert 
opinion, quotation or invoice) attached:☐ 

7.2.3 Warrant for payment, litigation and  foreclosure instruments related to the subject matter of 
the petition attached:☐ 

7.2.4 Additional documents supporting the petition: 
 (Please list the attached additional documents.) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

150-C 
Name of petitioner as per point 1A.: 
_________________________________________________________________ 

Date of birth: 
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8. I submit the following definite petition for the decision of the Financial Arbitration Board, based on which I re-
quest that the procedure be conducted.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

I consent to conducting the procedure in writing, I do not request that a hearing be held. ☐ yes 
 

 
 
Performed on …………………………………………., …. day ………………………………….month …… 201.. . year 
 
 
  ………………………………………………………………..………….         …………………………………………………………………………….. 
    Signature of the Petitioner specified in Point 1A.*        Signature of the Petitioner specified in Point 1B.* 
 
 
* By signing this form I also declare that the Financial Arbitration Board may manage my data in the proceeding launched on the 
basis of this petition for the necessary time as specified in Section 5(2) of Act CXII of 2011 on the Right of Informational Self-
Determination and on Freedom of Information, and may transfer it to third parties if it has a statutory obligation to do so.  
 
Please be informed that the petitioner may receive information on the personal data managed in respect of 
him/her at any time, and in the case of any infringement he/she may initiate court action or the proceed-
ings of the Hungarian National Authority for Data Protection and Freedom of Information.  
 

  

150-D 
Name of petitioner as per point 1A.: 
 _________________________________________________________________ 

Date of birth: 
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POWER OF ATTORNEY 
 

I, the undersigned: 

Petitioner's 
(principal's) name: 

 
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

hereby authorise: 

Proxy's name:  
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

 

to act on behalf of me and in my name with full powers in the proceedings started with a view to resolve the financial consumer 
dispute between myself and  

Name of financial 
service provider: 

 
 

address:   

at the Financial Arbitration Board. 

This power of attorney is valid until recalled and applies solely to the above financial dispute. 

 

Performed on …………………………………………., …. day ………………………………….month 201.. . year 

 
 
 

……………………………………… 
Principal's signature 

 
 

……………………………………… 
Proxy's signature 

Witnesses: 

Name:    Name:    

Address:  Address:  

Mother's maiden name:  Mother's maiden name:  

Signature:  Signature:  
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ANNEX 2 

 

1.A IDENTIFICATION NUMBER OF THE DISPUTED LOAN OR LEASE 
CONTRACT (contract number or other contract identification 
number) 

Please submit a separate petition form for each disputed contract! 

You may specify the identification number of only 1 
contract! 

2. PETITIONER'S data  

The Petitioner may be the addressee of the settlement related to the contract specified in Point 1, as well as the person who has 
the right to dispute the settlement by being entitled to a copy of the settlement. Those persons have the right to dispute the 
settlement that were not included in the settlement as addressee, but in the contract they are specified as contracting parties in 
their capacity as borrower or lessee. 

2A.1 Petitioner's name:  
2A.2 Residential or 

postal address:  
 

2A.3 Date and  
place of birth: 

                                                    Place of birth: 

2A.4 Telephone number:  

2A.5 E-mail:  
2A.6 Please mark with X if you are the 

addressee of the  
original copy of the settlement notice: 
yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor):   yes ☐ 

 

2B.1 Petitioner's name:  
2B.2 Residential or 

postal address:  
 

2B.3 Date and  
place of birth: 

                                                    Place of birth: 

2B.4 Telephone number:  

2B.5 E-mail:  
2B.6 Please mark with X if you are the 

addressee of the original copy of the 
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor):   yes ☐ 

 

You may specify additional petitioners on additional sheet 151-01. Please indicate if additional petitioners are involved: yes☐

 

 

151.  PETITION  
CONCERNING THE DETERMINATION OF CORRECT 

SETTLEMENT 
 

According to the Petitioner the settlement contains incorrect data, miscalculation, 
 and/or disputes, in respect of the contract modification, the calculation of the 

conversion of the debt expressed in forint, the calculation of the interest, or the 
correctness of the data and calculations included in the repayment schedule 

containing the new instalments, 
or, in addition to disputing the settlement, he/she also disputes that the financial 

institution failed to comply with its   
obligation related to the contract modification (conversion into forint) 

 

place of bar code 

CASE NUMBER:                           

To be submitted in 1 copy to the Financial Arbitration Board 
 

Place of receipt 

 
 
 
 
 

You may download this form from the website of the Financial Arbitration Board 
(www.penzugyibekeltetotestulet.hu) and fill in legibly or by typewriter.  
You may send the filled in form to our postal address (Pénzügyi Békéltető Testület 
1539 Budapest, Postafiók 670 BKKP) or submit in person at the customer service desk 
of the Magyar Nemzeti Bank (address: H-1013 Budapest, Krisztina krt. 39.).  
The petition may also be submitted via the designated Bureaus of Civil Affairs or in 
electronic form via the e-government portal. (www.magyarorszag.hu) 
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151-01 

ADDITIONAL SHEET FOR SPECIFYING ADDITIONAL 
PETITIONERS 
Name of petitioner as per point 2A.:  
_________________________________________________________________ 

Date of birth: 
                                                     

 

ADDITIONAL PETITIONERS: 

The Petitioner may be the addressee of the settlement related to the contract specified in Point 1, as well as the person who has 
the right to dispute the settlement by being entitled to a copy of the settlement. Those persons have the right to dispute the 
settlement that were not included in the settlement as addressee, but in the contract they are specified as contracting parties in 
their capacity as borrower or lessee. 

Petitioner's name:  
Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the  
original copy of the  
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 11*: 

 
 
Signature: ………………..……………………………… 

 

Petitioner's name:  
Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in 
accordance with the petition, and I acknowledge and accept the provisions 
set forth in Point 11*: 

 
 
Signature: …………………..……………………………… 

 

Petitioner's name:  
Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 11*: 

 
 
Signature: ………………..……………………………… 
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151-A 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

3. PROXY'S data 

If you wish to act via a proxy, please also fill in and sign the POWER OF ATTORNEY form, obtain the signature of two witnesses 
and attach the original copy as annex to the petition.  

3.1 Proxy's  
name: 

 

3.2 Residential or  
postal address: 

 

3.3 telephone number:  

 

4. Data of the FINANCIAL INSTITUTION THAT PREPARED THE SETTLEMENT 

4.1 Name of the financial 
Institution: 

 

4.2 address:   
 

 

5. Data related to the COMPLAINT SUBMITTED TO THE FINANCIAL INSTITUTION: 

Please be informed that the Financial Arbitration Board may only launch the proceeding, if you have already attempted to resolve 
the dispute directly with the financial institution and your complaint has been rejected, or the 60-day deadline allowed for the 
complaint management has already elapsed and the financial institution did not respond. If you still maintain your complaint, you 
have the opportunity to initiate the proceeding of the Board within 30 days from the receipt of the rejection or – if the financial 
institution did not respond – from the expiry of the 60-day complaint management deadline.  If you have not lodged a complaint 
(equity petition) with the financial service provider, you may not initiate the proceeding of the Financial Arbitration Board. 

5.1 When did you submit your complaint to the financial institution? …… day ……………… month 201... year 
5.2 When did you receive the financial institution's  

letter on the rejection of the complaint?  
 
…… day ……………… month 201... year 

5.3 Please mark with X, if the financial institution did not respond to your complaint and the 60-day 
deadline allowed for complaint management has already expired. ☐ yes 

5.4 Please mark with X, if you submitted a complaint to the financial institution, because the SETTLEMENT 
contained incorrect data or miscalculation.  
In this case you have to fill in form 151-C. 

☐ yes  
 

5.5 Please mark with X, if you submitted a complaint to the financial institution, because the SETTLEMENT 
contained incorrect data or miscalculation, and in addition, you also objected to the fact that in relation 
to the CONTRACT MODIFICATION (conversion into forint) the financial institution failed to send  

-  the documents on or related to the contract modification (e.g. repayment schedule), or  
- the information on the conversion to the debt specified in forint and the corresponding amount 

of the debt outstanding in forint. 
In this case you have to fill in, in addition to form 151-C, additional sheet 151-02 as well. 

☐ yes 

5.6 Please mark with X, if you submitted a complaint to the financial institution, because in relation to the 
CONTRACT MODIFICATION (conversion into forint)  you objected to 

- the calculation of the conversion to the debt expressed in forint, 
- the interest calculation  
- the correctness of the data and calculations included in the repayment schedule containing the 

new instalments.  
In this case you have to fill in form 151-D. 

☐ yes 
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151-B 
Name of petitioner as per point 2A: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

6. Data related to the PETITION SUBMITTED TO THE FINANCIAL ARBITRATION BOARD AFTER THE DEADLINE 

Please fill in this point only, if you submit your petition to the Financial Arbitration Board late, because you were excusably 
prevented from the submission of the petition. 
The petition is considered late, if 

-  at the time when you apply for the Boards proceeding the time elapsed since the delivery of the financial institution's 
position, or 

- since the expiry of the 60-day deadline allowed for complaint management   
is more than 30 days.         

If you were unable to submit the petition by the deadline, because you were excusably prevented, you may do so within 30 days 
from the prevention's ceasing to exist. If more than 6 months have elapsed since the delivery of the rejection, the Board may not 
commence the proceeding, even if you confirm prevention. 
In point 6.2 you must specify the cause of the prevention and also confirm why you were unable to submit the petition within the 
prescribed deadline.  If you fill in this point, please indicate the instrument confirming the prevention in point 9.1.8 among the 
attached annexes. (e.g. doctor's certificate)  
 
6.1 Date when the prevention ceased to exist: 

…… day ……………… month 201....year 
6.2 Cause of prevention: (Please describe)  
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151-C 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

7. Presentation of the INCORRECT DATA, MISCALCULATION INCLUDED IN THE SETTLEMENT: 

You have to fill in this sheet if the SETTLEMENT contains incorrect data or miscalculation.  (You marked "yes" in point 5.4.)  

7.1 Reason for the petition: (Please mark the cause of your objection with X.) 

7.1.1 The settlement contains incorrect data: ☐ yes / ☐ no 

7.1.2 The settlement contains miscalculation: ☐ yes / ☐ no 
 

7.2 Presentation of incorrect data and miscalculation included in the settlement, and detailed explanation thereof: 

Please indicate precisely the incorrect data or miscalculation in the settlement, describe the reason for the discrepancy and 
present the data or calculation that you believe to be correct. In this point you may make a remark  only in respect of the 
incorrectness of data or miscalculation related to the settlement and the reason thereof, and must not make any other 
request.  

You should attach the documents supporting your allegation to the petition; please list these item by item in point 9.2. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please mark with X, if you continue point 7.2 on additional sheet 151-C/1: ☐ yes  
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151-C/1 
ADDITIONAL SHEET FOR POINT 7.2  
Name of Petitioner as per point 2A: 
___________________________________________________ 

Date of birth: 
                                                     

 

Presentation of incorrect data and miscalculation included in the settlement, and detailed explanation thereof (continuation 
of point 7.2): 
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151-D 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

8. Presentation of the error related to the calculation of the conversion of the debt expressed in forint, the calculation of the 
interest, or the data and calculations included in the repayment schedule containing the new instalments in connection with 
the CONTRACT MODIFICATION: 
 
You should fill in form 151-D if in relation to the CONTRACT MODIFICATION (conversion into forint) you disputed the calculation 
of the conversion of the debt expressed in forint, the calculation of the interest, or the correctness of the data and calculations 
included in the repayment schedule containing the new instalments. (You marked "yes" in point 5.6.)  

8.1  Reason for the petition: (Please mark with X) 

8.1.1 You dispute the calculation of the conversion to the debt expressed in forint. ☐ yes / ☐ no 

8.1.2 You dispute the interest calculation.    ☐ yes / ☐ no 

8.1.3 You dispute the correctness of the data and calculations included in the repayment 
schedule containing the new instalments. ☐ yes / ☐ no 

 

8.2 Detailed presentation of the error related to the calculation of the conversion of the debt expressed in forint, the 
calculation of the interest, or the data and calculations included in the repayment schedule containing the new 
instalments in connection with the contract modification:  

In relation to points 8.1.1–8.1.2, please indicate the miscalculation specifically. If, in accordance with your choice indicated 
in point 8.1.3, it is the repayment schedule that contains erroneous data or miscalculation, please indicate the data and 
error precisely. 

In this field you may not specify requests other than for the reasons indicated in point 8.1. Attach the instruments 
supporting your allegations and indicate in point 9.3 the documents you attached to support your allegations. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please mark with X, if you continue point 8.2 on additional sheet 151-D/1: ☐ yes 
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151-D/1 
ADDITIONAL SHEET FOR POINT 8.2 
Name of Petitioner as per point 2A: 
___________________________________________________ 

Date of birth: 
                                                     

 

Detailed presentation of the error related to the calculation of the conversion of the debt expressed in forint, the calculation 
of the interest, or the data and calculations included in the repayment schedule containing the new instalments in connection 
with the contract modification (continuation of point 8.2): 
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151-E 
Name of petitioner as per point 2A: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

9. ANNEXES TO THE PETITION:  

You should attach the original power of attorney and the copies of the instruments supporting your allegations to the petition. In 
the case of points 9.1.1-9.1.7 , 9.2.1 and 9.3.1–9.3.2 it is sufficient to mark with X on the form that you attach the instrument, 
while in the case of points 9.1.8, 9.2.2 and 9.3.3 please list the additional instruments you attach.  
 

9.1 Annexes related to Points 1-6 of the petition: 

9.1.1 Complaint you have submitted to the financial institution    attached:☐ 
9.1.2 Letter of the financial institution on the rejection of the complaint attached:☐ 

9.1.3 Contract impacted by the settlement (e.g.: loan contract secured by mortgage or other 
collateral, car financing loan contract) attached:☐ 

9.1.4 Loan contract with collection account (exchange rate cap) attached:☐ 
9.1.5 Bridging loan contract attached:☐ 
9.1.6 Assignment instruments attached:☐ 
9.1.7 Filled in and signed Power of Attorney form, if you have filled in point 3 of the petition  attached:☐ 
9.1.8 Document(s) evidencing the prevention, if you filled in point 6 of the petition: 

(Please list the attached documents.) 
 
 
 
 

 

9.2 Annexes related to Point 7 of the petition: 
If you have detailed in point 7 the erroneous data or miscalculation included in the settlement received from the financial 
institution, you have to indicate here the document that you wish to attach to support your allegations. 

9.1.2 Letter of information issued by the financial institution on the details related to the 
settlement (settlement notice)   attached:☐ 

9.2.2 Documents supporting the erroneous data or miscalculation included in the settlement received from the financial 
institution, as detailed in point 7.2: (Please list the attached documents.) 
 
 
 
 
 
 
 

 

9.3 Annexes related to Point 8 of the petition: 
If you have detailed in point 8 why you dispute, in relation to the contract modification the conversion to the debt expressed in 
forint, the interest calculation or the data and calculations included in the repayment schedule containing the new instalments, 
you have to indicate here the documents that you wish to attach to support your respective allegations. 

9.1.3 The letter of information issued by the financial institution, which also contains the 
information related to the contract modification (conversion into forint) (settlement notice). attached:☐ 

9.2.3 Repayment schedule issued by the financial institution attached:☐ 
9.3.3 Documents evidencing the erroneous data or miscalculation, detailed in point 8.2, related to the calculation of the 

conversion of the debt expressed in forint, the interest calculation or included in the repayment schedule containing 
the new instalments, received from the financial institution. (Please list the attached documents.) 
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151-F 
Name of petitioner as per point 2A: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

10. Declaration on pending procedure: 
  

I, the undersigned petitioner, hereby declare that I am aware that independently of this petition the 
other borrower or lessee involved in the contract specified in point 1 has already submitted a 
complaint in respect of the same contract to the financial institution or initiated the proceedings of the 
Financial Arbitration Board. 

☐ yes / ☐ no 

 
 

11. I, the undersigned Petitioner, hereby submit my definite request for decision by the Financial Arbitration 
Board:  

Please mark your definite request with X. You may indicate several items. 
 

11.1 
The settlement contains the erroneous data or miscalculation indicated by me, therefore I 
request the Financial Arbitration Board to determine the correct settlement and to oblige the 
financial institution to implement it. 

☐ yes / ☐ no 

11.2 
I dispute the calculation of the conversion to debt expressed in forint, as specified in Section 
10 or 15 of Act LXXVII, therefore I request the Financial Arbitration Board to determine the 
correct debt expressed in forint and to oblige the financial institution to apply it. 

☐ yes / ☐ no 

11.3 I dispute the calculation of the interest, therefore I request the Financial Arbitration Board to 
determine the correct interest and to oblige the financial institution to apply it. ☐ yes / ☐ no 

11.4 
I dispute the correctness of the data and calculations included in the repayment schedule 
containing the new instalments, therefore I request the Financial Arbitration Board to 
determine the correct data and to oblige the financial institution to apply it. 

☐ yes / ☐ no 

 
 
Number of completed sheets and annexes 
Please insert in the appropriate code box which sheets, in addition to the main sheet, you have filled in and the number of 
annexes you attached.  
 

151-01 151-A 151-B 151-C 151-C/1 151-D 151-D/1 151-E 151-F 151-02 Number of annexes 

 
           

 

Performed on …………………………………………., …. day ………………………………….month …… 2015 year 

 
   ……………………………………………………………………………………….     ………………………………………………………………………. 
                 Signature of the Petitioner* indicated in point 2A.                              Signature of the Petitioner* indicated in point 2B 
 

*By signing this form I also declare that the Financial Arbitration Board may manage my personal data, during the period as 
required, in the proceeding commenced based on this petition and subject to statutory obligation it may disclose them to third 
parties.   

Please be informed that the petitioner may receive information on the personal data managed in respect of him/her at any time, 
and in the case of any infringement he/she may initiate court action or the proceedings of the Hungarian National Authority for 
Data Protection and Freedom of Information. 

 
The signatures of the additional petitioners are included in ADDITIONAL SHEET 151-01.  
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151-02 

PETITION FOR THE DETERMINATION OF OBLIGATION RELATED TO 
CONTRACT MODIFICATION (CONVERSION INTO FORINT) 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

12. Presentation of the EXISTENCE OF THE OBLIGATIONS RELATED TO CONTRACT MODIFICATION (CONVERSION INTO FORINT): 

Please fill in this sheet only if in addition to the incorrect data or miscalculation included in the settlement, you object to the fact that the 
financial institution failed to send, upon communicating the settlement, 

a) the documents on or related to the contract modification (e.g. repayment schedule), or  
b) the financial institution failed to send the information on the conversion to the debt specified in forint and the corresponding amount 

of the debt outstanding in forint.  
(You marked "yes" in point 5.5.) 

12.1 Reason for the petition: (Please mark with X.) 

12.1.1 The financial institution failed to send the documents on the contract modification and the related 
documents as stipulated in Act LXXVII of 2014. ☐ yes / ☐ no 

12.1.2 The financial institution failed to send the information on the conversion to the debt specified in forint and 
the corresponding amount of the debt outstanding in forint. (Section 15(2) of Act LXXVII of 2014). ☐ yes / ☐ no 

 

12.2 Justification of the existence of the obligation related to the contract modification (conversion into forint): 
Please describe why the financial institution has the obligation to provide information to you. You should attach to the petition the 
documents supporting your allegation; please list these item by item in point 13.  
 
 
 
 
 

 

13. Annexes related to Section 12 of the PETITION:  
Please attach to the petition the copies of the following documents supporting your allegation.  
 

13.1 Confirmation of the debt outstanding on 1 February 2015, in relation to point 12.1.2. attached:☐ 
13.2 Other documents: (Please list the attached other documents.) 

 

 

14. I, the undersigned petitioner, hereby submit my definite request for decision by the Financial Arbitration 
Board:  

14.1 

The financial institution failed to send to me, simultaneously with communicating the settlement, the 
documents specified in Section 5(1) and (2) of Act LXXVII of 2014 (text of the modified provisions of the 
consumer loan contract and the related annexes). Accordingly, I request the Financial Arbitration Board to 
establish that the financial institution does have this obligation and oblige it to fulfil it. 

☐ yes / ☐ no 

14.2 

The financial institution failed to send to me, simultaneously with communicating the settlement, 
the information on the conversion and the corresponding outstanding debt in forint as specified 
in Section 15(1) of Act LXXVII of 2014. Accordingly, I request the Financial Arbitration Board 
to establish that the financial institution does have this obligation and oblige it to fulfil it. 

☐ yes / ☐ no 

 
Performed on …………………………………………., …. day ………………………………….month …… 2015 year 
 
 
           …………………………………………………………………….            …………………………………………………………………………. 
                 Signature of the Petitioner indicated in point 2A.                            Signature of the Petitioner indicated in point 2B 
 
 The signatures of the additional petitioners are included in ADDITIONAL SHEET 151-01. 
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POWER OF ATTORNEY 

 

I, the undersigned: 

Petitioner's 
(principal's) name: 

 
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

hereby authorise: 

Proxy's name:  
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

 

to act on behalf of me and in my name with full powers in the proceedings started with a view to resolve the financial consumer 
dispute between myself and  

Name of financial 
Institution: 

 
 

address:   

at the Financial Arbitration Board. 

This power of attorney is valid until recalled and applies solely to the above financial dispute. 

 

Performed on  ………………………,  ……(day)……………… (month) 2015 

 
 
 

……………………………………… 
Principal's signature 

 
 

……………………………………… 
Proxy's signature 

 

Witnesses: 

Name:    Name:    

Address:  Address:  

Mother's maiden name:  Mother's maiden name:  

Signature:  Signature:  
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ANNEX 3

 

1.A IDENTIFICATION NUMBER OF THE DISPUTED LOAN OR LEASE 
CONTRACT (contract number or other contract identification 
number) 

Please submit a separate petition form for each disputed contract! 

You may specify the identification number of only 1 
contract! 

 

2. PETITIONER'S data  

The Petitioner may be the addressee – or the person who should have been the addressee – of the settlement related to the 
contract specified in Point 1, as well as the person who has the right to dispute the settlement by being entitled to a copy of the 
settlement. Those persons have the right to dispute the settlement that were not included in the settlement as addressee, but in 
the contract they are specified as contracting parties in their capacity as borrower or lessee. 

2A.1 Petitioner's name:  
 

2A.2 Residential or 
postal address:  

 

2A.3 Date and  
place of birth: 

                                                    Place of birth: 

2A.4 Telephone number:  

2A.5 E-mail:  
2A.6 Please mark with X if you are the 

addressee of the  
original copy of the settlement notice: 
yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor):   yes ☐ 

 

2B.1 Petitioner's name:  
 

2B.2 Residential or 
postal address:  

 

2B.3 Date and  
place of birth: 

                                                    Place of birth: 

2B.4 Telephone number:  

2B.5 E-mail:  
2B.6 Please mark with X if you are the 

addressee of the original copy of the 
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor): yes ☐ 

 

You may specify additional petitioners on additional sheet 152-01. Please indicate if additional petitioners are involved: yes☐

 

 

152. PETITION  
FOR THE CONDUCT OF COMPLAINT PROCEEDINGS 

The Petitioner submitted a complaint to the financial institution, in which 
he/she disputes or objects to the fact that he/she had not received any 
settlement; however, the financial institution failed to respond to it on 
the merits and instead it rejected the complaint due to late submission. 

 

place of bar code 

CASE NUMBER: 

To be submitted in 1 copy to the Financial Arbitration Board 
 

Place of receipt 

 
 
 
 
 

You may download this form from the website of the Financial Arbitration Board 
(www.penzugyibekeltetotestulet.hu) and fill in legibly or by typewriter.  
You may send the filled in form to our postal address (Pénzügyi Békéltető Testület 
1539 Budapest, Postafiók 670 BKKP) or submit in person at the customer service 
desk of the Magyar Nemzeti Bank (address: H-1013 Budapest, Krisztina krt. 39.).  
The petition may also be submitted via the designated Bureaus of Civil Affairs or in 
electronic form via the e-government portal. (www.magyarorszag.hu) 
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152-01 

ADDITIONAL SHEET FOR SPECIFYING ADDITIONAL 
PETITIONERS 
Name of petitioner as per point 2A.:  
_________________________________________________________________ 

Date of birth: 
                                                     

 

ADDITIONAL PETITIONERS: 

The Petitioner may be the addressee – or the person who should have been the addressee – of the settlement related to the 
contract specified in Point 1, as well as the person who has the right to dispute the settlement by being entitled to a copy of the 
settlement. Those persons have the right to dispute the settlement that were not included in the settlement as addressee, but in 
the contract they are specified as contracting parties in their capacity as borrower or lessee. 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the  
original copy of the  
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 10*: 

 
 
Signature:…………………..……………………………… 

 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in 
accordance with the petition, and I acknowledge and accept the provisions 
set forth in Point 10*: 

 
 
Signature:  …………………..……………………………… 

 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 10*: 

 
 
Signature:…………………..……………………………… 
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152-A 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

3. PROXY'S data 

If you wish to act via a proxy, please also fill in and sign the POWER OF ATTORNEY form, obtain the signature of two witnesses 
and attach the original copy as annex to the petition. 

3.1 Proxy's  
name: 

 

3.2 Residential or  
postal address: 

 

3.3 telephone number:  
 

4. Data of the FINANCIAL INSTITUTION 

4.1 Name of financial 
Institution: 

 

4.2 address:   
 

 

5. Data related to the COMPLAINT SUBMITTED TO THE FINANCIAL INSTITUTION AND DECLARED TO BE LATE: 

5.1 When did you submit your complaint to the financial institution? 
…… day ……………… month 201... year 

5.2 When did you receive the response of the financial institution, 
according to which your complaint that had been submitted was 
rejected due to late submission? 

 
…… day ……………… month 201... year 

 

6. Data related to the PETITION SUBMITTED TO THE FINANCIAL ARBITRATION BOARD AFTER THE DEADLINE 

Please fill in this point only, if you submit your petition to the Financial Arbitration Board late, because you were excusably 
prevented from the submission of the petition. The petition is deemed late if you apply for the Board's proceeding more than 30 
days after the delivery of the financial institution's position.          

If you were unable to submit the petition by the deadline, because you were excusably prevented, you may do so within 30 days 
from the prevention's ceasing to exist. If more than 6 months have elapsed since the delivery of the rejection, the Board may not 
commence the proceeding, even if you confirm prevention. 
In point 6.2 you must specify the cause of the prevention and also confirm why you were unable to submit the petition within the 
prescribed deadline.  If you fill in this point, please indicate the instrument confirming the prevention in point 9.1.5 among the 
attached annexes. (e.g. doctor's certificate)  
 
6.1 Date when the prevention ceased to exist: 

…… day ……………… month 201....year 
6.2 Cause of prevention: (Please describe)  
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152-B 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

7. CONFIRMATION THAT YOU SUBMITTED YOUR COMPLAINT TO THE FINANCIAL INSTITUTION BY THE DEADLINE, OR THE 
CONFIRMATION THAT YOU WERE PREVENTED FROM DOING SO: 

7.1 When did you receive the statement on the settlement sent to you by 
the financial institution? …… day ……………… month 201... year 

7.2 Please mark with X, if you submitted a complaint to the financial institution, because you had not 
received a statement on the settlement and the financial institution rejected your complaint without 
investigating it on the merits, citing late submission. 

☐ yes 

7.3 If you were unable to submit your complaint to the financial institution 
by the deadline, because you were prevented from it, when did the 
prevention cease to exist?  …… day ……………… month 201....year 

7.4 Presentation of the submission of the complaint by the deadline: 

Please describe why you were not late with the submission of the complaint to the financial institution, or – if you were 
prevented – specify the reason thereof.  You should attach to the petition the copies of the documents supporting your 
allegation; please list these item by item in point 8.2..  
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152-C 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

8. ANNEXES TO THE PETITION:  

You should attach the original power of attorney and the copies of the instruments supporting your allegations to the petition. 
In the case of points 8.1.1-8.1.4 and 8.2.1–8.2.2 it is sufficient to mark with X on the form that you have attached the instrument, 
while in the case of points 8.1.5 and 8.2.3, please list the additional instruments you have attached.  
 

8.1 Annexes related to Points 1-6 of the petition: 

8.1.1 Complaint you have submitted to the financial institution    attached:☐ 

8.1.2 Letter of the financial institution on the rejection of the complaint  attached:☐ 

8.1.3 Contract, subject to the settlement, specified in point 1 of the petition  attached:☐ 

8.1.4 Original copy of the filled in and signed Power of Attorney form, if you have filled in Point 3 of 
the petition 

attached:☐ 

8.1.5 Document(s) evidencing the prevention in submitting the petition to the Financial Arbitration Board, if you filled 
in point 6 of the petition: 
(Please list the attached documents.) 
 
 
 
 
 

 

8.2 Annexes related to Point 7 of the petition: 

8.2.1 Dispatch note confirming the mailing of the complaint submitted to the financial institution by 
post. attached:☐ 

8.2.2 Document confirming the receipt of the written complaint submitted to the financial institution 
not by post. attached:☐ 

8.2.3 Please attach the additional documents that confirm that you have submitted your complaint to the financial 
institution within the deadline.  
If you also filled in point 7.3, you should also attach the document confirming your prevention. 
(Please list the attached documents.) 
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152-D 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

9. Declaration on pending procedure: 

I, the undersigned petitioner, hereby declare that I am aware that independently of this petition the 
other borrower or lessee involved in the contract specified in point 1 has already submitted a 
complaint in respect of the same contract to the financial institution or initiated the proceedings of the 
Financial Arbitration Board. 

☐ yes / ☐ no 

 

10. I, the undersigned Petitioner, hereby submit my definite request for decision by the Financial Arbitration 
Board:  

I request that it should be established that my complaint submitted to the financial institution was not late, thus it was not 
justified to reject the complaint; accordingly, the financial institution must deal with the complaint on the merits within the 
complaint procedure and conduct such procedure in accordance with the relevant rules. 

 
 
Number of completed sheets and annexes 
Please insert in the appropriate code box which sheets, in addition to the main sheet, you have filled in and the number of 
annexes you attached.  
 

152-01 152-A 152-B 152-C 152-D Number of 
annexes 

 
      

 

 
 
Performed on …………………………………………., …. day ………………………………….month …… 2015 year 
 
 
 
 
   …………………………………………………………………………………………….            ……………………………………………………………………………………………. 
                 Signature of the Petitioner* indicated in point 2A.                              Signature of the Petitioner* indicated in point 2B 
  
 

*By signing this form I also declare that the Financial Arbitration Board may manage my personal data, during the period as 
required, in the proceeding commenced based on this petition and subject to statutory obligation it may disclose them to third 
parties.   

Please be informed that the petitioner may receive information on the personal data managed in respect of him/her at any time, 
and in the case of any infringement he/she may initiate court action or the proceedings of the Hungarian National Authority for 
Data Protection and Freedom of Information. 

 
The signatures of the additional petitioners are included in ADDITIONAL SHEET 152-01. 
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POWER OF ATTORNEY 
 

I, the undersigned: 

Petitioner's 
(principal's) name: 

 
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

hereby authorise: 

Proxy's name:  
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

 

to act on behalf of me and in my name with full powers in the proceedings started with a view to resolve the financial consumer 
dispute between myself and  

Name of financial 
Institution: 

 
 

address:   

at the Financial Arbitration Board. 

This power of attorney is valid until recalled and applies solely to the above financial dispute. 

 

Performed on  ………………………,  ……(day)……………… (month) 2015 

 
 
 

……………………………………… 
Principal's signature 

 
 

……………………………………… 
Proxy's signature 

Witnesses: 

Name:    Name:    

Address:  Address:  

Mother's maiden name:  Mother's maiden name:  

Signature:  Signature:  
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ANNEX 4 

 

 

1.A IDENTIFICATION NUMBER OF THE DISPUTED LOAN OR LEASE 
CONTRACT (contract number or other contract identification 
number) 
Please submit a separate petition form for each disputed 
contract! 

You may specify the identification number of only 1 
contract! 

 

2. PETITIONER'S data  
The Petitioner may be the addressee – or the person who should have been the addressee – of the settlement related to the 
contract specified in Point 1, as well as the person who has the right to dispute the settlement by being entitled to a copy of the 
settlement. Those persons have the right to dispute the settlement that were not included in the settlement as addressee, but in 
the contract they are specified as contracting parties in their capacity as borrower or lessee. 

2A.1 Petitioner's name:  
 

2A.2 Residential or  
postal address:  

 

2A.3 Date and  
place of birth: 

                                                    Place of birth: 

2A.4 Telephone number:  

2A.5 E-mail:  
2A.6 Please mark with X if you are the 

addressee of the  
original copy of the settlement notice: 
yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor):   yes ☐ 

 

2B.1 Petitioner's name:  
 

2B.2 Residential or 
postal address:  

 

2B.3 Date and  
place of birth: 

                                                    Place of birth: 

2B.4 Telephone number:  

2B.5 E-mail:  
2B.6 Please mark with X if you are the 

addressee of the original copy of the 
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not 
included in the settlement as addressee, but in the contract you are 
specified as contracting party in your capacity as borrower or lessee 
(obligor):   yes ☐ 

 

You may specify additional petitioners on additional sheet 153-01. Please indicate if additional petitioners are involved: yes☐

 

 

153.  PETITION  
FOR DETERMINATION OF THE EXISTENCE OF THE 

SETTLEMENT OBLIGATION 
The Petitioner did not receive a settlement statement, or he/she received 
the settlement statement and does not dispute it, but objects to the fact 

that the financial institution failed to comply with its obligation related to 
contract modification (conversion) or to the refraining from the 

conversion. 

 

place of bar code 

CASE NUMBER 

To be submitted in 1 copy to the Financial Arbitration Board 
 

Place of receipt 

 
 
 
 
 

You may download this form from the website of the Financial Arbitration Board 
(www.penzugyibekeltetotestulet.hu) and fill in legibly or by typewriter.  
You may send the filled in form to our postal address (Pénzügyi Békéltető Testület 
1539 Budapest, Postafiók 670 BKKP) or submit in person at the customer service 
desk of the Magyar Nemzeti Bank (address: H-1013 Budapest, Krisztina krt. 39.).  
The petition may also be submitted via the designated Bureaus of Civil Affairs or in 
electronic form via the e-government portal. (www.magyarorszag.hu) 
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153-01 

ADDITIONAL SHEET FOR SPECIFYING ADDITIONAL 
PETITIONERS 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

ADDITIONAL PETITIONERS: 

The Petitioner may be the addressee – or the person who should have been the addressee – of the settlement related to the 
contract specified in Point 1, as well as the person who has the right to dispute the settlement by being entitled to a copy of the 
settlement. Those persons have the right to dispute the settlement that were not included in the settlement as addressee, but in 
the contract they are specified as contracting parties in their capacity as borrower or lessee. 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the  
original copy of the  
settlement notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 11*: 

 
 
Signature: …………………..…………………………… 

 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in 
accordance with the petition, and I acknowledge and accept the provisions 
set forth in Point 11*: 

 
 
Signature: …………………..……………………………… 

 

Petitioner's name:  
 

Residential or 
postal address:  

 

Date and  
place of birth: 

                                                    Place of birth: 

Telephone number:  

E-mail:  
Please mark with X if you are the addressee 
of the original copy of the settlement 
notice: yes ☐ 

Please mark with X, if you have the right to dispute, i.e. you were not included 
in the settlement as addressee, but in the contract you are specified as 
contracting party in your capacity as borrower or lessee (obligor):   yes ☐ 

As a petitioner I also request that the proceedings be conducted in accordance 
with the petition, and I acknowledge and accept the provisions set forth in 
Point 11*: 

 
 
Signature: ………………..……………………………… 
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153-A 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

 

3. PROXY'S data 

If you wish to act via a proxy, please also fill in and sign the POWER OF ATTORNEY form, obtain the signature of two witnesses 
and attach the original copy as annex to the petition. 

3.1 Proxy's  
name: 

 

3.2 Residential or  
postal address: 

 

3.3 telephone number:  

 

4. Data of the FINANCIAL INSTITUTION 

4.1 Name of financial 
Institution: 

 

4.2 address:   
 

 

5. Data related to the COMPLAINT SUBMITTED TO THE FINANCIAL INSTITUTION: 

Please be informed that the Financial Arbitration Board may only launch the proceeding, if you have already attempted to resolve 
the dispute directly with the financial institution and your complaint has been rejected, or the 60-day deadline allowed for the 
complaint management has already elapsed and the financial institution did not respond. If you still maintain your complaint, you 
have the opportunity to initiate the proceeding of the Board within 30 days from the receipt of the rejection or – if the financial 
institution did not respond – from the expiry of the 60-day complaint management deadline.  If you have not lodged a complaint 
(equity petition) with the financial service provider, you may not initiate the proceeding of the Financial Arbitration Board. 

5.1 When did you submit your complaint to the financial institution? …… day ……………… month 201... year 
5.2 When did you receive the financial institution's  

letter on the rejection of the complaint?  
 
…… day ……………… month 201... year 

5.3 Please mark with X, if the financial institution did not respond to your complaint and  
already 60 days have elapsed since the receipt of the complaint. ☐ yes 

5.4 Please mark with X, if you submitted a complaint to the financial institution, because you had not 
received the settlement statement. 
In this case you have to fill in form 153-C. 

☐ yes  
 

5.5 Please mark with X, if you submitted the complaint to the financial institution, because you received the 
settlement statement, you do not dispute it, but  

- the financial institution has not sent the documents on or related to the contract modification 
(e.g. repayment schedule), or  

- the financial institution failed to send the information on the conversion to the debt specified in 
forint and the corresponding amount of the debt outstanding in forint, or  

- within 30 days following the receipt of the modified provisions of the consumer mortgage loan 
contract you initiated dispensing with the conversion, but the financial institution failed to fulfil 
your request. 

In this case you have to fill in form 153-D. 

☐ yes 

 

 

 

 

 

 

Please be informed that if you dispute the settlement itself, you have to fill in form 151. PETITION FOR THE DETERMINATION 
OF CORRECT SETTLEMENT  
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153-B 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

6. Data related to the PETITION SUBMITTED TO THE FINANCIAL ARBITRATION BOARD AFTER THE DEADLINE 

Please fill in this point only, if you submit your petition to the Financial Arbitration Board late, because you were excusably 
prevented from the submission of the petition. 
The petition is considered late, if 

a) at the time when you apply for the Boards proceeding the time elapsed since the delivery of the financial institution's 
position, or 

b) since the expiry of the 60-day deadline allowed for the complaint management  
is more than 30 days.         

If you were unable to submit the petition by the deadline, because you were excusably prevented, you may do so within 30 days 
from the prevention's ceasing to exist. If more than 6 months have elapsed since the delivery of the rejection, the Board may not 
commence the proceeding, even if you confirm prevention. 
In point 6.2 you must specify the cause of the prevention and also confirm why you were unable to submit the petition within the 
prescribed deadline.  If you fill in this point, please indicate the instrument confirming the prevention in point 9.1.12 among the 
attached annexes. (e.g. doctor's certificate)  

6.1 Date when the prevention ceased to exist:  …… day ……………… month 201....year 
6.2 Cause of prevention: (Please describe)  
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153-C 
Name of petitioner as per point 2A. 
_________________________________________________________________ 

Date of birth: 
                                                     

 

7. REASON FOR THE EXISTENCE OF THE OBLIGATION TO PERFORM SETTLEMENT: 

You have to fill in form 153-C, if you submitted a complaint to the financial institution, because you had not received the 
settlement statement.  
(You marked "yes" in point 5.4.)  

7.1 Legal basis of the petition in respect of the obligation to perform settlement: 

I apply for the settlement, because: (Please mark with 
X) 

7.1.1 I have an outstanding consumer loan contract  
(Section 6(1) of Act XL of 2014) ☐ yes / ☐ no 

7.1.2 I have an outstanding financial lease contract  ☐ yes / ☐ no 

7.1.3 my consumer loan contract terminated after 26 July 2009  
(Section 6(1) of Act XL of 2014) ☐ yes / ☐ no 

7.1.4 my contract terminated on or before 26 July 2009 and 

 

7.1.4.1  – the financial institution is aware of the fact that the claim has not lapsed (Section 
6(2) of Act XL of 2014) ☐ yes / ☐ no 

7.1.4.2 

  – I confirm that the claim assigned by the financial institution is enforced by a 
financial institution that has no obligation to perform settlement with me (debt 
management company) and I have applied for the settlement earlier. (Section 6(3) 
of Act XL of 2014) 

☐ yes / ☐ no 

7.1.4.3 
 – I state and the financial institution does not dispute that the claim has not 

lapsed, or the fact of non-lapse has been declared by a final court decision, and I 
have applied for the settlement earlier. (Section 6(4) of Act XL of 2014) 

☐ yes / ☐ no 

7.1.5 
I have a consumer loan contract repaid early at preferential exchange rate and between 1 March 
and 31 March 2015 I have applied to the financial institution for the settlement,  
(Section 10(3) of Act XL of 2014) 

 

7.1.5.1  – I have also paid the fee of HUF 10,000, but the financial institution failed to fulfil 
my request. ☐ yes / ☐ no 

7.1.5.2 
– and I have confirmed that I took a forint-denominated consumer loan for the 

purpose of early repayment at preferential exchange rate, but the financial 
institution failed to fulfil may request. 

☐ yes / ☐ no 
 

 

7.2 

Reason for the existence of the obligation to perform settlement: 

Please demonstrate based on which law and why the financial institution has the obligation to perform settlement with 
you. You should attach the documents supporting your allegation to the petition; please list these item by item in point 9.2..  

 

 

 

 

 

 

 

 

 

 

 

Please mark with X, if you continue point 7.2 on additional sheet 153-C/1: ☐ yes 
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153-C/1 
ADDITIONAL SHEET FOR POINT 7.2 
Name of petitioner as per point 2A.: 
___________________________________________________ 

Date of birth: 
                                                     

 

Reasons for the existence of the obligation to perform settlement (continuation of point 7.2): 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



CROSS-BORDERFINANCIALCONSUMERDISPUTESANDEXPERIENCES

Activities of the hungAriAn finAnciAl ArbitrAtion boArd • 2015 75

 

  

 

153-D 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

8. JUSTIFICATION  OF THE EXISTENCE OF THE OBLIGATIONS RELATED TO THE CONTRACT MODIFICATION (CONVERSION INTO 
FORINT) OR TO THE DISPENSING WITH THE CONVERSION: 

Please fill in this form if you object to the fact that simultaneously with the communication of the settlement (which you do not  
dispute) 

a) the financial institution has not sent the documents on or related to the contract modification (e.g. repayment schedule), 
or  

b) the financial institution failed to send the information on the conversion to the debt specified in forint and the 
corresponding amount of the debt outstanding in forint, or  

c) within 30 days following the receipt of the modified provisions of the consumer mortgage loan contract you initiated 
dispensing with the conversion, but the financial institution failed to fulfil your request. 

(You marked "yes" in point 5.5.) 

8.1 Reason for the petition with regard to the obligations related to the contract modification (conversion into forint) or to the 
dispensing with the conversion: 

I submit the petition, because  (Please mark with 
X) 

8.1.1 
in accordance with Section 5(1)-(2) of Act LXXVII of 2014 the financial institution 
should have sent the wording of the modified provisions of the consumer loan 
contract and the annexes thereto (information notice and repayment schedule) 

☐ yes / ☐ no 

8.1.2 
I have not received the information on the conversion of my debt to a forint-
denominated debt from the financial institution, as specified in Section 15(2) of Act 
LXXVII of 2014 

☐ yes / ☐ no 

8.1.3 I applied for dispensing with the conversion into forint, but the financial institution 
failed to comply with its obligation set forth in Section 12(5) of Act LXXVII of 2014 ☐ yes / ☐ no 

 

8.2 Justification  of the existence of the obligations related to the contract modification (conversion into forint) or to the 
dispensing with the conversion: 

Please describe why the financial institution has this obligation to you. You should attach to the petition the documents 
supporting your allegation; please list these item by item in point 9.3..  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please mark with X, if you continue point 8.2 on additional sheet 153-D/1: ☐ yes 
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153-D/1 
ADDITIONAL SHEET FOR SECTION 8.2 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

Justification  of the existence of the obligation related to the contract modification, conversion into forint, or to the dispensing 
with the conversion (continuation of point 8.2): 
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153-E 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

9. ANNEXES TO THE PETITION:  

You should attach the original power of attorney and the copies of the instruments supporting your allegations to the petition.  
In the case of points 9.1.1-9.1.11 and 9.3.1–9.3.2 it is sufficient to mark with X on the form that you have attached the 
instrument, while in the case of points 9.1.12, 9.2.1 and 9.3.5 please list the additional instruments you have attached.  
 

9.1 Annexes related to Points 1-6 of the petition: 

9.1.1 Complaint you have submitted to the financial institution    attached:☐ 

9.1.2 Letter of the financial institution on the rejection of the complaint  attached:☐ 
9.1.3 Loan contract secured by mortgage and the modifications thereof attached:☐ 
9.1.4 Loan contract secured by other collateral and the modifications thereof attached:☐ 
9.1.5 Loan contract/lease contract for car purchase finance and the modifications thereof attached:☐ 
9.1.6 Documents related to the termination of the loan contract attached:☐ 

9.1.7 Refinancing loan contract for early repayment at preferential exchange rate and/or an 
instrument confirming the early repayment 

attached:☐ 

9.1.8 Assignment instruments attached:☐ 
9.1.9 Documents serving as proof for the existence of the claim attached:☐ 
9.1.10 Confirmation that the financial institution disputes the non-lapsed claim attached:☐ 
9.1.11 Filled in and signed power of attorney form, if you have filled in point 3 of the petition attached:☐ 
9.1.12 Document(s) evidencing the prevention, if you filled in point 6 of the petition: 

(Please list the attached documents.) 
 
 
 
 

 

9.2 Annexes related to Section 7 of the petition: 

9.2.1 Please list the attached documents. 
 
 
 
 
 
 

 
 

9.3.   Annexes related to Section 8 of the petition: 

9.3.1 Copy of the received settlement statement  attached:☐ 
9.3.2 Confirmation of the debt outstanding on 1 February 2015, in relation to point 8.1.2. attached:☐ 

9.3.3 Request for dispensing with the conversion into forint and the annexes thereto, in relation to 
point 8.1.3 attached:☐ 

9.3.4 Decision of the financial institution on dispensing with the conversion into forint, in relation to 
point 8.1.3 attached:☐ 

9.3.5 Other documents:  (Please list the attached other documents.) 
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153-F 
Name of petitioner as per point 2A.: 
_________________________________________________________________ 

Date of birth: 
                                                     

 

10. Declaration on pending procedure: 
  

I, the undersigned petitioner, hereby declare that I am aware that independently of this petition the other borrower 
or lessee involved in the contract specified in point 1 has already submitted a complaint in respect of the same 
contract to the financial institution or initiated the proceedings of the Financial Arbitration Board. 

☐ yes / ☐ no 

 

11. I, the undersigned Petitioner, hereby submit my definite request for decision by the Financial Arbitration Board:  

Please mark your definite request with X. You may indicate several items. 
 

11.1 

The financial institution failed to fulfil its settlement obligation. Hence I request the Financial Arbitration 
Board to establish that the financial institution has the obligation to perform settlement with me based on 
Acts XXXVIII of 2014 and XL of 2014, and it should oblige it to perform the settlement. 

☐ yes / ☐ no 

11.2 

The financial institution failed to send to me, simultaneously with communicating the settlement, the 
documents specified in Section 5(1) and (2) of Act LXXVII of 2014 (text of the modified provisions of the 
consumer loan contract and the related annexes). Accordingly, I request the Financial Arbitration Board to 
establish that the financial institution does have this obligation and to oblige it to fulfil it. 

☐ yes / ☐ no 

11.3 

The financial institution failed to send to me, simultaneously with communicating the settlement, 
the information on the conversion and the corresponding outstanding debt in forint as specified 
in Section 15(1) of Act LXXVII of 2014. Accordingly, I request the Financial Arbitration Board to 
establish that the financial institution does have this obligation and to oblige it to fulfil it. 

☐ yes / ☐ no 

11.4 

I initiated at the financial institution, within 30 days after the receipt of the changing provisions of my 
consumer mortgage contract, the dispensing with the conversion into forint stipulated in Section 10 of Act 
LXXVII of 2014 and with the interest rules stipulated in Section 11 of the same, but the financial institution 
rejected my request. Hence I request the Financial Arbitration Board to  establish that the financial institution 
should have sent the documents stipulated in Section 12(5) of Act LXXVII of 2014 and to oblige it to fulfil my 
request. 

☐ yes / ☐ no 

 
Number of completed sheets and annexes 
Please insert in the appropriate code box which sheets, in addition to the main sheet, you have filled in and the number of 
annexes you attached.  
 

153-01 153-A 153-B 153-C 153-C/1 153-D 153-D/1 153-E 153-F Number of annexes 

 
          

 

Performed on …………………………………………., …. day ………………………………….month …… 2015 year 
 
 
   …………………………………………………………………………………………….            ……………………………………………………………………………………………. 
                 Signature of the Petitioner* indicated in point 2A.                              Signature of the Petitioner* indicated in point 2B 
  
*By signing this form I also declare that the Financial Arbitration Board may manage my personal data, during the period as 
required, in the proceeding commenced based on this petition and subject to statutory obligation it may disclose them to third 
parties.   

Please be informed that the petitioner may receive information on the personal data managed in respect of him/her at any time, 
and in the case of any infringement he/she may initiate court action or the proceedings of the Hungarian National Authority for 
Data Protection and Freedom of Information. 

The signature of the additional petitioners are included in ADDITIONAL SHEET 153-01.  
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POWER OF ATTORNEY 
 

I, the undersigned: 

Petitioner's  
(principal's) name: 

 
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

hereby authorise: 

Proxy's name:  
 

Residential address:  

Date and  
place of birth: 

                                                    Place of birth: 

 

to act on behalf of me and in my name with full powers in the proceedings started with a view to resolve the financial consumer 
dispute between myself and  

Name of financial 
Institution: 

 
 

address:   

at the Financial Arbitration Board. 

This power of attorney is valid until recalled and applies solely to the above financial dispute. 

 

Performed on  ………………………,  ……(day)……………… (month) 2015 

 
 
 

……………………………………… 
Principal's signature 

 
 

……………………………………… 
Proxy's signature 

 

Witnesses: 

Name:    Name:    

Address:  Address:  

Mother's maiden name:  Mother's maiden name:  

Signature:  Signature:  
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FIN-NET form for cross-border 
financial services complaints 
 

 
When to use this form: Use this form if you: 
o live in one country in Europe* 
o have a complaint against a financial services provider in another country in Europe* 
o have complained to the provider but are still dissatisfied and 
o want to find out which out-of-court dispute resolution scheme might be able to resolve the dispute 
 
How to use this form: Please complete the information requested below, and e-mail or post the form 
to the relevant dispute resolution scheme in either: 
o your own country or  
o the country of the financial services provider   
There is a list of dispute resolution schemes in each country, and what they cover, at 
http://ec.europa.eu/internal_market/fin-net/members_en.htm. It will help if you attach a copy of 
essential documents, in particular, of any written response the provider made to your complaint. 
 
What happens next: The dispute resolution scheme will tell you whether it, or some other scheme, 
might be able to resolve your complaint. The scheme that actually looks at your complaint may well ask 
you to complete a longer complaint form and will provide you with more information.  
 
Information about you 
The country you live in  
Your surname  
Your other names  
Your nationality  
Your full address 
 
 
 

 

Your daytime telephone number  
Your e-mail address  
Information about the financial services provider 
Its full name  
Type of business (e.g. bank, insurer)  
The full address of the office you 
dealt with 
 
 

 

The telephone number, fax number 
and e-mail address of that office 
(optional) 

 

The country that office is in  
Information about your complaint 
Brief summary of what the complaint 
is about 
 
 
 
 
 

 

Date of the facts that generated the 
dispute 

 

Reference of the contract, e.g. 
number of insurance policy   

 

Date you complained to the provider  
Date of provider’s last response  

 
* A Member State of the European Union, Iceland, Liechtenstein and Norway 

ANNEX 5
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Akkor töltse ki a nyomtatványt, ha  
o az Európai Unióban, Izlandon, Liechtensteinben vagy Norvégiában lakik 
o olyan pénzügyi szolgáltatóval szemben van panasza, mely a fenti államok valamelyikében 

működik 
o kezdeményezte a panasz rendezését a pénzügyi szolgáltatóval, de az nem vezetett eredményre 
o meg szeretné tudni, melyik bíróságon kívüli vitarendezési fórum illetékes az ügyében 
 
Kérjük, töltse ki az alábbi nyomtatványt és e-mailen vagy postai úton küldje azt el annak az 
vitarendezési fórumnak, amely 

- az Ön országában működik 
- a pénzügyi szolgáltató országában működik 

Az alábbi linken megtalálja a hatáskörrel rendelkező vitarendezési fórumok listáját.   
http://ec.europa.eu/internal_market/fin-net/members_en.htm. Kérjük, kérelméhez csatolja azon 
dokumentumok másolatát, amelyekre hivatkozni kíván az eljárás során, különösen a pénzügyi 
szolgáltató válaszát a panaszára. 
A következő lépésben a vitarendezési fórum tájékoztatni fogja, hogy ő maga, vagy másik fórum tud 
eljárni az ügyében. Az eljáró fórum további információkat kérhet Öntől a panaszára vonatkozóan. 
 
Személyes adatok 
Az ország, ahol Ön lakik  
Vezetéknév  
Utónév  
Nemzetiség  
Lakcím 
 
 

 

Telefonszám (napközbeni 
elérhetőség) 

 

E-mail cím  
A pénzügyi szolgáltató adatai 
Teljes neve  
Típus (bank, biztosító, stb.)  
A pénzügyi szolgáltató irodájának 
címe, mellyel kapcsolatban áll 
 

 

A pénzügyi szolgáltató elérhetősége 
(telefon, e-mail cím) 

 

Az ország, ahol a pénzügyi 
szolgáltató irodája működik 

 

A panasz adatai 
Rövid összefoglalás a panaszról 
 
 
 
 
 

 

A panasz alapjául szolgáló tények 
keletkezésének időpontja 

 

Szerződés száma, adatai  
Panaszbejelentés időpontja a 
pénzügyi szolgáltató felé  

 

A pénzügyi szolgáltató utolsó 
válaszának időpontja 

 

 

 
 
 
 
 

 
FIN-NET formanyomtatvány határon 
átnyúló pénzügyi jogvita rendezésére 
 



MAGYAR NEMZETI BANK

AcTIvITIEs of ThE huNGARIAN fINANcIAl ARBITRATIoN BoARd • 201582

ANNEX 6

Financial service providers which have made general declarations of submission

1“BÁCSKA”Takarékszövetkezet
23BTanácsadóésBiztosításiAlkuszKft.(inliquidation)
3AllianzHungáriaZrt.
4AstraS.A.InsuranceBranchOfficeinHungary
5BakésVidékeTakarékszövetkezet
6BátaszékésVidékeTakarékszövetkezet
7Biztosítás.huBiztosításiAlkuszKft.
8BOROTAITakarékszövetkezet
9BORSODTAKARÉKTakarékszövetkezet

10BRBBUDARegionálisBankZrt.“inliquidation”-legalsuccessorofKisdunamenti
Takarékszövetkezet

11ConcordeÉrtékpapírZártkörűenMűködőRészvénytársaság
12Dél-DunántúliTakarékBank“inliquidation”
13DimenzióBiztosítóésÖnsegélyezőEgyesület
14DRBDél-DunántúliRegionálisBankZRT.“inliquidation”
15EgerésKörnyékeTakarékszövetkezet
16EndrődésVidékeTakarékszövetkezet
17ERGOÉletbiztosítóZrt.
18ERGOVersicherungAktiengesellschaftBranchOfficeinHungary
19ErsteAlapkezelőZrt.
20ErsteBankHungaryZrt.
21ErsteBefektetésiZrt.
22ErsteLakáslízingZrt.
23ErsteLakástakarékZrt.
24ERSTEViennaInsuranceGroupBiztosítóZrt.
25FegyvernekésVidékeKörzetiTakarékszövetkezet
26FHBIngatlanlízingZrt.
27FHBJelzálogbankNyrt.
28FHBKereskedelmiBankZrt.
29FÓKUSZTakarékszövetkezet–asthelegalsuccessorofDunapatajésVidékeTakarékszövetkezet
30FÓKUSZTakarékszövetkezet
31ForrásTakarékszövetkezet
32GádorosésVidékeTakarékszövetkezet
33GyulaiTakarékszövetkezet
34HartaiTakarékszövetkezet
35HévízésVidékeTakarékszövetkezet
36HungáriaTakarékTakarékszövetkezet(Völgység-HegyhátTakarékszövetkezet)
37INGBiztosítóZrt.
38INGÖnkéntesésMagánnyugdíjpénztár-itslegalsuccessor:AranykorOrszágosÖnkéntesés

Magánnyugdíjpénztár
39InsightHoldingVagyonkezelőZrt.
40JászárokszállásésVidékeKörzetiTakarékszövetkezet
41KaposmentiTakarékszövetkezet
42KDBBankMagyarországZrt.
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43KevermesésVidékeTakarékszövetkezet
44KinizsiBankZrt.
45KiskunTakarékszövetkezet
46Kis-RábamentiTakarékszövetkezet
47KunszentmártonésVidékeTakarékszövetkezet
48Lébény-KunszigetTakarékszövetkezet
49MagNetMagyarKözösségiBankZrt.
50MagyarPostaBefektetésiZrt
51MagyarPostaBiztosítóZrt.
52MagyarPostaÉletbiztosítóZrt.
53MagyarPostaZrt.
54MKBBankZrt.
55MohácsiTakarékBankZrt.
56PannonTakarékBankZrt.
57PILLÉRTakarékszövetkezet
58PILLÉRTakarékszövetkezet–asthelegalsuccessorofApátfalviTakarékszövetkezet
59PolgáriTakarékszövetkezet
60ProvidentPénzügyiZrt.
61QBEInsurance(Europe)LimitedBranchOfficeinHungary
62SajóvölgyeTakarékszövetkezet
63SoltésVidékeTakarékszövetkezet
64SzabolcsTakarékszövetkezet
65SzatymazésVidékeTakarékszövetkezet
66SzéchenyiKereskedelmiBankZrt.“involuntarywind-up”
67SzentgálésVidékeTakarékszövetkezet
68UnicreditBankHungaryZrt.
69UnicreditJelzálogbankZrt.
70ERSTEViennaInsuranceGroupBiztosítóZrt.
71VeresegyházésVidékeTakarékszövetkezet
72ZalavölgyeTakarékszövetkezet
73ZemplénTakarékszövetkezet
74ZirciTakarékszövetkezet
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ANNEX 7

Laws applied by the Financial Arbitration Board

1)  Laws applicable to money market, insurance, capital markets and fund markets sectors 

Laws: 
•  ActCIVof2014ontheAmendmentofCertainActsofFinancialSubjectinrespectoftheDepositInsurance
andtheFinancialIntermediarySystem–thisActalsomodifiedcertainpartsoftheActonMagyarNemzeti
Bank,relatedtotheFinancialArbitrationBoard(amendedsections:Sections98,112,123and183/E)

•  ActCXXXIXof2013ontheMagyarNemzetiBank
•  ActCLXXVIIof2013ontheTransitionalandAuthorisingProvisionsRelatedtotheEnactmentofActVof2013
ontheCivilCode

•  ActVof2013ontheCivilCode
•  ActCLIXof2012onPostalServices
•  ActCXXIIof2011ontheCentralCreditInformationSystem.
•  ActLof2009ontheProcedurerelatedtoWarrantsforPayment
•  ActXLVIIof2008ontheProhibitionofUnfairCommercialPracticesAgainstConsumers
•  ActVof2006onPublicCompanyInformation,CompanyRegistrationandWindingupProceedings
•  ActXXVof2005ontheFinancialServicesContractsConcludedbyDistanceSelling
•  ActCXXXIIof1997onHungarianBranchOfficesandCommercialRepresentativeOfficesofForeignCompanies

Government Decrees: 
•  GovernmentDecree335/2012(XII.4.)onthedetailedrulesoftheprovisionofpostalservices,postalservices
relatedtoofficialdocuments,thestandardtermsandconditionsofpostalserviceprovidersandshipments
excludedfrompostalservices,aswellasconditionalshipments

Decrees of the Governor of the MNB: 
•  MNBDecreeNo. 28/2014 (VII.23.) on the rules pertaining to the complaintmanagement of financial
organisations

2)  Money market sector 

Laws: 
•  ActCCXXXVIIof2013onCreditInstitutionsandFinancialEnterprises
•  ActCCXXXVof2013onCertainPaymentProviders
•  ActCXXXVof2013ontheIntegrationofCooperativeCreditInstitutionsandAmendmentstoEconomy-Related
LegalRegulations

•  ActCXVIof2012onFinancialTransactionTax
•  ActCLXXof2011ontheHousingProvisionofNaturalPersonsUnabletoMeettheirObligationsArisingfrom
theLoanContract

•  ActLXXVof2011ontheFixingofExchangeRatesUsedforRepaymentsofForeignCurrency-Denominated
MortgageLoansandtheAdministrationoftheForcedSalesofResidentialProperty

•  ActCLXIIof2009onConsumerCredit
•  ActLXXXVof2009ontheProvisionofPaymentServices
•  ActIVof2009ontheDemandGuaranteeProvidedbytheStateforHousingLoans
•  ActCIVof2008onPromotingtheStabilityoftheFinancialIntermediarySystem
•  ActXof2006onCooperativeSocieties
•  ActCLXXIVof2005ontheSupporttoyoungPeopleattheBeginningoftheirCareer
•  ActCLVIof2005onPre-RetirementSavings
•  ActXXof2001onMFBHungarianDevelopmentBankPrivateLimitedCompany
•  ActXXXof1997onMortgageBanksandMortgageBonds
•  ActCXIIIof1996onBuildingSocieties

http://njt.hu/cgi_bin/njt_doc.cgi?docid=165854.285552
http://njt.hu/cgi_bin/njt_doc.cgi?docid=139758.287258
http://njt.hu/cgi_bin/njt_doc.cgi?docid=139758.287258
http://njt.hu/cgi_bin/njt_doc.cgi?docid=29665.253324
http://njt.hu/cgi_bin/njt_doc.cgi?docid=27311.256008
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•  ActXLIIof1994ontheHungarianExport-ImportBankPlc.andtheHungarianExportCreditInsurancePlc.

Government Decrees: 
•  GovernmentDecree536/2013(XII.30.)onthedetailedrulesontheperformanceofcertainsupplementary
financialservices

•  GovernmentDecree57/2012(III.30.)ontherefundrelatedtofixingoftheexchangerateapplicabletothe
repaymentofforeigncurrencyloansandthesupportofpublicsectorworkers

•  GovernmentDecree341/2011(XII.29.)ontheinterestsubsidyforhomebuilding
•  GovernmentDecree134/2009(VI.23.)onstatesubsidisationofhousingloansforyoungpeopleandlarge
families

•  GovernmentDecree256/2011(XII.6)onhomeconstructionsubsidies
•  GovernmentDecree163/2011(VIII.6.)ontheunreasonablyhighdebt-serviceburdeninthecaseofloan
facilityagreementrelatedtocollectionaccountloan

•  GovernmentDecree275/2010(XII.15.)ontheTermsoftheUnilateralAmendmentofInterestRatesStipulated
inContracts

•  GovernmentDecree83/2010(III.25.)onthedefinition,calculationandpublicationoftheannualpercentage
rate

•  GovernmentDecree82/2010(III.25)onthecalculationandpublicationofthedepositratesandthesecurities’
yields

•  GovernmentDecree361/2009(XII.30)ontheconditionsofprudentretaillendingandtheexaminationof
creditworthiness

•  GovernmentDecree154/2009(VII.23)onthedetailedrulespertainingtotherecourseandcallofstate
demandguaranteesrelatedtohousingloans.

•  GovernmentDecree153/2009(VII.23.)oncertainissuesnecessarytoenhancetheefficiencyofconsumer
protectioninthefinancialsector

•  GovernmentDecree12/2001(I.31)onstatesubsidiesforhousingpurposes
•  GovernmentDecree47/1997(III.12)onthegeneralcontractualtermsandconditionsofbuildingsocieties
•  GovernmentDecree215/1996(XII.23)onthestatesubsidyofsavingsforhousingpurposes
•  GovernmentDecree4/2015(I.29.)ontheamendmentofcertaingovernmentdecreesinconnectionwith
thedefinitionofdifferentconditionsofstate-subsidisedhousingloanstoconsumers

Decrees of the Governor of the MNB: 
•  MNBDecree18/2009(VIII.6.)onthemanagementofpaymentservices

Ministers’ Decrees: 
•  MoFDecree5/2007(III.28)ontheinclusionofderivativetransactionsinthecollateralandonregistration
ofderivatives

Laws related to settlement and conversion into forint

Laws:
•  ActLXXVIIof2014onthesettlementoftheissuesrelatedtothemodificationofcurrencyofcertainconsumer
loanagreementsandissuesrelatingtointerestraterules.

•  ActXLof2014ontherulesofthesettlementlaiddowninActXXXVIIIof2014oncertainissuesrelatingto
theCuria’suniformitydecisiononhouseholdloansandoncertainotherprovisions.

•  ActXXXVIIIof2014onthesettlementofcertainissuesrelatedtotheCuria’suniformityrulingonfinancial
institutions’consumerloancontracts.

DecreesoftheGovernoroftheMNB:

http://njt.hu/cgi_bin/njt_doc.cgi?docid=140112.269288
http://njt.hu/cgi_bin/njt_doc.cgi?docid=139711.203060
http://njt.hu/cgi_bin/njt_doc.cgi?docid=139711.203060
http://njt.hu/cgi_bin/njt_doc.cgi?docid=27646.255261
http://njt.hu/cgi_bin/njt_doc.cgi?docid=108800.153322
http://njt.hu/cgi_bin/njt_doc.cgi?docid=108800.153322
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•  MNBDecree42/2014(XI.7)onthegeneralrulespertainingtothemethodologyofthesettlementnecessary
inviewofinvalidcontractualprovisionsoffinancialinstitutions’consumerloancontracts

•  MNBDecree54/2014(XII.10)onspecialrulespertainingtothemethodologyofthesettlementnecessary
inviewofinvalidcontractualprovisionsoffinancialinstitutions’consumerloancontracts

•  MNBDecree55/2014(XII.10)ontheestimationprocedureanddeadlineforthecashsettlementinviewof
invalidcontractualprovisionsoffinancialinstitutions’consumerloancontracts

•  MNBDecree58/2014(XII.17)ontheconsumerprotectionregulationsrelatedtothesettlementnecessary
inviewofinvalidcontractualprovisionsofconsumerloancontractsandthemodificationoftheconsumer
loancontracts

Ministers’ Decrees:
•  MinistryofNationalEconomyDecree53/201(XII.31)ontheamendmentofthematurityofconsumerloan
contractsaffectedbothbytheexchangeratecaparrangementandtheconversiontoforint.

•  MinistryofNationalEconomyDecree56/2014(XII.31)oncertainrulesrelatedtotheprovisionofinformation
withregardtoloansextendedtoconsumers

3)  Insurance sector 

 Laws: 
•  ActCIIof2012onInsuranceTax
•  ActLXIIof2009onInsuranceAgainstCivilLiabilityinRespectoftheUseofMotorVehicles
•  ActCLIXof2007onReinsuranceCompanies
•  ActLXof2003onInsuranceCompaniesandInsuranceActivity

Government decrees: 
•  GovernmentDecree326/2011(XII.28)ontheAdministrativeTasksofRoadTransportandtheReleaseand
RecalloftheRoadTransportDocument,Section100

Ministers’ Decrees: 
•  MinistryofNationalEconomyDecree21/2011(VI.10)ontherulespertainingtothebonus-malussystem,
theallocationtoitscategoriesandtheissueoftheclaimhistorycertificate

•  MoFDecree34/2009(XII.22)ontherulespertainingtothemeansofconfirmingtheexistenceofmotor
third-partyliabilityinsurancecoverageofmotorvehicleswithregisteredbusinesslocationinHungary,in
othermemberstatesorthedestinationofwhichisinHungary.

•  MoFDecree20/2009(X.9)onmotorvehiclecategoriesappliedformotorthird-partyliabilityinsurance
•  MoFDecree3/2002(XI.16)ontheformandcontentoftheinformationtobeprovidedtocustomersinthe
caseofunit-linkedlifeinsurance

•  MoFDecree44/1996(XII.29)ontheseparationoflifeandnon-lifebusinesswithintheinsurancecompany

4)  Capital market sector 

Laws: 
•  ActXVIof2014onCollective InvestmentUndertakingsandTheirManagersandontheAmendmentof
SpecificFinancialLaws

•  ActCXXXVIIIof2007onInvestmentFirmsandCommodityDealers,andontheRegulationsGoverningTheir
Activities

•  ActXXIIIof2003ontheFinalityoftheDeliveriesMadeinthePaymentandSecuritiesSettlementSystems
•  ActCXXof2001ontheCapitalMarket

GovernmentDecrees:
•  GovernmentDecree78/2014(III.14)ontheRulesofInvestingandBorrowingbytheCollectiveInvestment
Forms

•  GovernmentDecree82/2010(III.25)onthecalculationandpublicationofdepositratesandsecurities’yields

http://njt.hu/cgi_bin/njt_doc.cgi?docid=152385.234605
http://njt.hu/cgi_bin/njt_doc.cgi?docid=111605.287590
http://njt.hu/cgi_bin/njt_doc.cgi?docid=111605.287590
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•  Government Decree 22/2008 (II. 7) ) on the mandatory elements of the general terms of
business issued by business organisations engaged in the provision of investment services, 
auxiliaryinvestmentservicesandcommodityexchangeservices

•  GovernmentDecree284/2001(XII.26.)onthemethodsofproducing,transmittingdematerialisedsecurities,
therelevantsecurityrulesandontheopeningandkeepingofsecuritiesaccount,centralsecuritiesaccount
andcustomeraccount.

Ministers’ Decrees: 
•  MoFDecree24/2008(VIII.15)onthedetailedrulespertainingtodisclosureobligationsrelatedtopublicly
offeredsecurities

•  MoFDecree28/2005(VIII.26)onthecircumstancestobeconsidereduponinvestigatingbehaviourssuggesting
manipulationofthemarket,theprocessofestablishingacceptedmarketpractices,andtherulesrelatedto
delayingthedisclosureofinsiderinformationforlegitimateinterest.

•  MoFDecree6/2002(II.20)onthenotificationobligationof investmentserviceproviders,organisations
engagedinclearinghouseoperationsandtheexchange

5)  Fund market sector 

Laws: 
•  ActCXVIIof2007onOccupationalPensionandRelatedInstitutions
•  ActLXXXIIof1997onPrivatePensionsandPrivatePensionFunds
•  ActXCVIof1993onVoluntaryMutualInsuranceFunds

Government Decrees: 
•  GovernmentDecree297/2010(XII.23)ontherulesofproceduresrelatedtothejoiningofthesocialinsurance
pensionscheme.

•  GovernmentDecree109/1997(VI.25)ontherulespertainingtotheoperationandfunctioningofhealthcare
institutionsofthevoluntarymutualhealthfunds.

 

http://njt.hu/cgi_bin/njt_doc.cgi?docid=30377.287384
http://njt.hu/cgi_bin/njt_doc.cgi?docid=19527.287372
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ANNEX 8

Contact details of the Bureaus of Civil Affairs participating in the procedures of the 
Financial Arbitration Board

Contact details of the Bureaus of Civil Affairs

County Address

Borsod-Abaúj-Zemplén 3530Miskolc Csizmadiaköz1.

Szabolcs-Szatmár-Bereg 4400Nyíregyháza Hősöktere3.

Hajdú-Bihar 4024Debrecen Piacu.42-48.

Bács-Kiskun 6000Kecskemét Izsákiút8.

Győr-MosonSopron 9027Győr NagysándorJ.u.31.

Fejér 8000Székesfehérvár Piactér10.

Csongrád 6724Szeged Rókusikrt.42-64.

Baranya 7633Pécs SzántóKovácsJ.u.1.

Jász-Nagykun-Szolnok 5000Szolnok Kossuthtér5/A.

Békés 5600Békéscsaba Szabadságtér11-17.

Veszprém 8200Veszprém ÓváriFerencút7.

Somogy 7400Kaposvár Csokonaiu.3.

Komárom-Esztergom 2800Tatabánya BárdosLászlóu.2.

Heves 3300Eger KlapkaGy.u.11.

Zala 8900Zalaegerszeg Kossuthutca9-11.

Vas 9700Szombathely HollánErnőu.1.

Tolna 7100Szekszárd AuguszImreu.7.

Nógrád 3100Salgótarján ZemlinszkyR.út9.

Pest 2600Vác CsányiLászlókörút16.

Budapest 1062Budapest Andrássyút55.
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ANNEX 9

Offices of the Financial Advisory Network

Office in Debrecen
Address:4025Debrecen,Piacu.77.2ndfloor15. 

Debrecen, Piac u. 77. 2nd floor, door 15
Phone/Fax:52/504-329

E-mail:debrecen@penzugyifogyaszto.hu

Monday 09:00-17:00óra

Tuesday 13:00-17:00óra

Wednesday 09:00-13:00óra

Thursday 09:00-17:00óra

Friday 09:00-13:00óra

Office in Nyíregyháza
Address:4400Nyíregyháza,Széchenyiu.2.

Telephone:+36-30-282-1664 
E-mail:nyiregyhaza@penzugyifogyaszto.hu

Monday 08:00-12:00óra

Tuesday 12:00-16:00óra

Wednesday 08:00-12:00óra

Thursday 12:00-16:00óra

Friday 09:00-13:00óra

Office in Eger
Address:3300Eger,KossuthLajosu.9.BlockE,1stfloor

Phone:06-30/854-4395
E-mail:eger@penzugyifogyaszto.hu

Monday 9:00–13:00óra

Tuesday 13:00-17:00óra

Wednesday 09:00-13:00óra

Thursday 13:00-17:00óra

Friday 09:00-13:00óra

Office in Miskolc
3530MiskolcSzemereBertalanu.2.1stfloor10.

Telephone:06/30-489-3609 
E-mail:miskolc@penzugyifogyaszto.hu

Monday 9:00-13:00óra

Tuesday 13:00-17:00óra

Wednesday 09:00-13:00óra

Thursday 13:00-17:00óra

Friday 09:00-13:00óra

mailto:eger@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
mailto:miskolc@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!


MAGYAR NEMZETI BANK

AcTIvITIEs of ThE huNGARIAN fINANcIAl ARBITRATIoN BoARd • 201590

Office in Békéscsaba
Address:5600Békéscsaba,Szabadságtér11-17.(DistrictOffice)

Telephone:30-714-4800,66/528-320/extension171 
E-mail:bekescsaba@penzugyifogyaszto.hu

Monday 8:30-12:30óra

Tuesday 12:30-16:30óra

Wednesday 08:00-12:30óra

Thursday 12:30-16:30óra

Friday 08:30-12:30óra

Office in Győr
Address:9021Győr,SzentIstvánu.10/a,office323(buildingoftheChamberofIndustry)

Telephone:0630/923-9242
E-mail:gyor@penzugyifogyaszto.hu

Monday 09:00-13:00óra

Tuesday 09:00-17:00óra

Wednesday 09:00-13:00óra

Thursday 09:00-17:00óra

Friday 09:00-13:00óra

Office in Szeged
Address:6722Szeged,Rákóczitér1.

Phone/Fax:06-62-680-539
E-mail:szeged@penzugyifogyaszto.hu

Monday 08:30-12:30óra

Tuesday 12:30-16:30óra

Wednesday 08:30-12:30óra

Thursday 12:30-16:30óra

Friday 08:30-12:30óra

Office in Pécs
Address:7621Pécs,Apácau.15.

Telephone:06-70/243-3356 
E-mail:pecs@penzugyifogyaszto.hu

Monday 9:00-13:00óra

Tuesday 13:00-17:00óra

Wednesday 09:00-13:00óra

Thursday 13:00-17:00óra

Friday 09:00-13:00óra

mailto:bekescsaba@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda
mailto:gyor@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
mailto:szeged@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
mailto:pecs@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelet P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
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Office in Székesfehérvár
Address:8000Székesfehérvár,Petőfiu.5.2ndfloor

Telephone:06-30-699-0056
E-mail:szekesfehervar@penzugyifogyaszto.hu

Monday 09:00-17:00óra

Tuesday 13:00-17:00óra

Wednesday 09:00-17:00óra

Thursday 13:00-17:00óra

Friday 09:00-13:00óra

Office in Zalaegerszeg
Address:8900Zalaegerszeg,KossuthLajosu.9-11.

Phone/Fax:06-92-313-225
E-mail:zalaegerszeg@penzugyifogyaszto.hu

Monday 08:00-12:00óra

Tuesday 09:00-17:00óra

Wednesday 09:00-17:00óra

Thursday 13:00-17:00óra

Friday 08:00-12:00óra

Office in Szombathely
Address:9700Szombathely,Óperintutca12.

Telephone:06/70-549-1460
E-mail:szombathely@penzugyifogyaszto.hu

Monday 13:00-17:00óra

Tuesday 9:00-13:00óra

Wednesday 13:00-17:00óra

Thursday 9:00-13:00óra

Friday 10:00-14:00óra

mailto:szekesfehervar@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
mailto:zalaegerszeg@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
mailto:szombathely@penzugyifogyaszto.hu?subject=Fogyaszt%C3%B3i megkeres%C3%A9s&body=Tisztelt P%C3%A9nz%C3%BCgyi Tan%C3%A1csad%C3%B3 Iroda!
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ANNEX 10

Number of financial service providers involved in conciliation cases 
(in descending order by number of cases)

 Number of financial service providers involved in conciliation cases Number of cases

1 OTPBankNyrt. 473

2 ErsteBankHungaryZrt. 386

3 GeneraliBiztosítóZrt. 255

4 AllianzHungáriaBiztosítóZrt. 224

5 GroupamaBiztosítóZrt. 222

6 MerkantilBankZrt. 175

7 K&HBankZrt. 168

8 LombardPénzügyiésLízingZrt. 155

9 RaiffeisenBankZrt. 154

10 OTPFaktoringZrt. 143

11 AEGONMagyarországÁltalánosBiztosítóZrt. 133

12 BudapestBankZrt. 130

13 CIBBankZrt. 124

14 UNIQABiztosítóZrt. 109

15 K&HBiztosítóZrt. 101

16 BudapestAutófinanszírozásiZrt. 96

17 MagyarCetelemBankZrt. 91

18 MagyarPostaBiztosítóZrt. 76

19 MKBBankZrt. 75

20 EOSFaktorMagyarországZrt. 73

21 CIBLízingZrt. 72

22 UNIONViennaInsuranceGroupBiztosítóZrt. 70

23 UniCreditBankHungaryZrt. 68

24 FHBKereskedelmiBankZrt. 61

25 CitibankEuropeplc.MagyarországiFióktelepe 50

26 AstraS.A.BiztosítóMagyarországiFióktelepe 49

27 ProvidentPénzügyiZrt. 48

28 AXABankEuropeSAMagyarországiFióktelepe 47

29 IntrumJustitiaKöveteléskezelőZrt. 47

30 KÖBEKölcsönösBiztosítóEgyesület 37

31 WábererHungáriaBiztosítóZrt. 36

32 FundamentaLakáskasszaZrt. 35

33 MKBÁltalánosBiztosítóZrt. 34

34 GENERTELBiztosítóZrt. 33

35 SignalBiztosítóZrt. 33

36 MKB-EuroleasingZrt. 28

37 BanifPlusBankZrt. 26

38 CofidisMagyarországiFióktelepe 24

39 OTPJelzálogbankZrt. 22

40 QBEInsurance(Europe)LimitedMagyarországiFióktelepe 19
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41 DunacorpFaktorházZrt. 18

42 ErsteBefektetésiZrt. 16

43 SberbankMagyarországZrt. 16

44 CARDIFBiztosítóZrt. 15

45 CIGPannóniaÉletbiztosítóNyrt. 15

46 MetLifeBiztosítóZrt. 15

47 FHBJelzálogbankNyrt. 14

48 AEGONMagyarországHitelZrt. 11

49 CODEXTőzsdeügynökségésÉrtéktárZrt. 11

50 MerkantilCarGépjárműLízingZrt. 11

51 Netrisk.huElsőOnlineBiztosításiAlkuszZrt. 11

52 BancoPrimusFióktelepMagyarország 10

53 REÁLSZISZTÉMAÉrtékpapír-forgalmazóésBefektetőZrt. 10

54 EurópaiUtazásiBiztosítóZrt. 9

55 NNBiztosítóZrt. 9

56 ViennaLifeViennaInsuranceGroupBiztosítóZrt. 9

57 AIGEuropeLimitedMagyarországiFióktelepe 8

58 PLÁNINVESTBrókerZrt. 8

59 SantanderConsumerFinanceZrt. 8

60 SummitPénzügyiZrt. 8

61 4LifeDirectKft. 7

62 KDBBankEurópaZrt. 7

63 QUAESTORÉrtékpapírkereskedelmiésBefektetésiZrt. 7

64 QUANTISConsultingZrt. 7

65 RaiffeisenLízingZrt. 7

66 EquilorBefektetésiZrt. 6

67 ErsteViennaInsuranceGroupBiztosítóZrt. 6

68 UCBIngatlanhitelZrt. 6

69 UniCreditLeasingZrt. 6

70 ACEEuropeanGroupLimitedMagyarországiFióktelepe 5

71 AGAInternationalS.A.MagyarországiFióktelepe 5

72 DíjbeszedőFaktorházZrt. 5

73 INGBiztosítóZrt. 5

74 InHoldPénzügyiZrt. 5

75 IronFXGlobalLimited 5

76 KoronaKreditJelzáloghitelZrt. 5

77 MagyarPostaÉletbiztosítóZrt. 5

78 MagyarÜgyvédekBiztosítóésSegélyezőEgyesülete 5

79 OneyMagyarországPénzügyiSzolgáltatóZrt. 5

80 ArgentaCreditZrt. 4

81 CIBCreditZrt. 4

82 ConcordeÉrtékpapírZrt. 4

83 HORIZONTMagánnyugdíjpénztár 4

84 MagNetMagyarKözösségiBankZrt. 4
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85 OTPLakástakarékpénztárZrt. 4

86 QUAESTORBankZrt. 4

87 AEGONMagyarországÖnkéntesNyugdíjpénztár 3

88 ALBATakarékszövetkezet„f.a.” 3

89 BÁVBizományiKereskedőházésZáloghitelZrt. 3

90 CIGPannóniaElsőMagyarÁltalánosBiztosítóZrt. 3

91 ÉRBÉszak-magyarországiRegionálisBankZrt.„f.a.” 3

92 EuropAssistanceMagyarországBefektetésiésTanácsadóKft. 3

93 FINALPZrt. 3

94 FókuszTakarékszövetkezet 3

95 HitexPénzügyiSzolgáltatóZrt. 3

96 K&HPannonlízingPénzügyiSzolgáltatóHoldingZrt. 3

97 LegalRestPénzügyiSzolgáltatóZrt. 3

98 OTPIngatlanlízingZrt. 3

99 PátriaTakarékszövetkezet 3

100 PrémiumÖnkéntesNyugdíjpénztár 3

101 RetailProdZrt. 3

102 SopronBankZrt. 3

103 „Rónasági”Takarékszövetkezet 2

104 AlsónémediésVidékeTakarékszövetkezet 2

105 ARGENTAFAKTORPénzügyiSzolgáltatóZrt. 2

106 ATHLONPénzügyiSzolgáltatóZrt.„f.a.” 2

107 CLBrokersGroupKft. 2

108 CLBFüggetlenBiztosításiAlkuszKft. 2

109 CREDITIÁLPénzügyiSzolgáltatóZrt. 2

110 DHKHátralékkezelőésPénzügyiSzolgáltatóZrt. 2

111 eBrókerházBefektetésiSzolgáltatóZrt. 2

112 ErsteLakástakarékZrt. 2

113 FakthornPénzügyiZrt. 2

114 FőnixTakarékszövetkezet 2

115 GRÁNITBankZrt. 2

116 KápolnásnyékésVidékeTakarékszövetkezet 2

117 KBCSecuritiesMagyarországiFióktelepe 2

118 KinizsiBankZrt. 2

119 KunszentmártonésVidékeTakarékszövetkezet 2

120 LakitelekiTakarékszövetkezet 2

121 MAPFREASISTENCIAS.A.MagyarországiFióktelepe 2

122 MKBÉletbiztosítóZrt. 2

123 MPKMagyarPénzügyiKözvetítőZrt. 2

124 PESTIHITELZrt. 2

125 PorscheBankZrt. 2

126 Reg-FinancePénzügyiésSzolgáltatóZrt. 2

127 SILVER-CREDITIngatlanHitelZrt. 2

128 SzigetváriTakarékszövetkezet 2
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129 ToyotaPénzügyiZrt. 2

130 VeresegyházésVidékeTakarékszövetkezet 2

131 „BÁCSKA”Takarékszövetkezet 1

132 AgriaPortfolióPénzügyiTanácsadóésSzolgáltatóZrt. 1

133 ÁHFÁltalánosHitelésFinanszírozásiZrt. 1

134 AllianzHungáriaÖnkéntesésMagánnyugdíjpénztár 1

135 ÁltalánosKözlekedésiHitelszövetkezet 1

136 AmanaCreditPénzügyiSzolgáltatóZrt.„f.a.” 1

137 ARAGOBefektetésiHoldingNyrt. 1

138 ARGENTALÍZINGZrt. 1

139 AXAÖnkéntesésMagánnyugdíjpénztár 1

140 BalmazújvárosésVidékeTakarékszövetkezet 1

141 BÁTORPénzügyiZrt. 1

142 Biztosítás.huBiztosításiAlkuszKft. 1

143 BudapestiIngatlanHasznosításiésFejlesztésiNyrt. 1

144 CARDIFÉletbiztosítóMagyarországZrt. 1

145 CGCar-GarantieVersicherungsAG 1

146 CONSEQUENCEEuropeMagyarországKft. 1

147 CredigenBankZrt. 1

148 CreditHouseMagyarországIngatlanfinanszírozásiHitelezésiZrt. 1

149 CreditServicePénzügyiSzolgáltatóZrt. 1

150 CreditexpressMagyarországPénzügyiSzolgáltatóKft. 1

151 DunaIngatlanfinanszírozóZrt. 1

152 DunakanyarTakarékszövetkezet 1

153 ElsőMagyarBefektetőiSzövetkezet 1

154 ÉrdésVidékeTakarékszövetkezet 1

155 ERGOÉletbiztosítóZrt. 1

156 ERSTEMagánnyugdíjpénztár 1

157 ErsteÖnkéntesNyugdíjpénztár 1

158 ÉszakTolnaMegyeiTakarékszövetkezet 1

159 EUPASZBiztosításiÜgynökiKft. 1

160 EuropeAssistanceItaliaSPA 1

161 ÉvgyűrükMagánnyugdíjpénztár 1

162 ExclusiveBestChangeKft. 1

163 Faktor-RingPénzügyiésTanácsadóZrt. 1

164 GRAWEÉletbiztosítóZrt. 1

165 Hodász-PorcsalmaTakarékszövetkezet 1

166 HSBCCreditPénzügyiSzolgáltatóZrt. 1

167 HUNGÁRIAÉRTÉKPAPÍRBefektetésiésÉrtékpapírkereskedelmiZrt.„f.a.” 1

168 HungáriaTakarékTakarékszövetkezet 1

169 IMPULS-LEASINGHungáriaPénzügyiLízingZrt. 1

170 IMPULS-LEASINGHungáriaSzolgáltatóKft. 1

171 JászárokszállásésVidékeKörzetiTakarékszövetkezet 1

172 Kis-RábamentiTakarékszövetkezet 1
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173 LICFüggetlenBiztosításiAlkuszKft. 1

174 LombardZalaPénzügyiSzolgáltatóZrt. 1

175 MagyarÁllamkincstárZrt. 1

176 MagyarFaktorházZrt. 1

177 MagyarPostaBefektetésiSzolgáltatóZrt. 1

178 MagyarPostaTakarékÖnkéntesNyugdíjpénztár 1

179 MECSEKTAKARÉKSzövetkezet 1

180 MediCreditPénzügyiSzolgáltatóZrt. 1

181 MKBNyugdíjpénztár 1

182 OTPLakáslízingZrt. 1

183 OTPOrszágosEgészségpénztár 1

184 OTPÖnkéntesKiegészítőNyugdíjpénztár 1

185 OVBVermögensberatungÁltalánosBiztosításiésPénzügyiSzolgáltatóKft 1

186 ÖrkényiTakarékszövetkezet 1

187 PannonSafeKft. 1

188 PannonTakarékBankZrt. 1

189 PannonhalmaésVidékeTakarékszövetkezet 1

190 PBAPraeventioBiztosításközvetítőésPénzügyiTanácsadóZrt. 1

191 PilisvörösvárésVidékeTakarékszövetkezet 1

192 PorscheVersicherungAG.MagyarországiFióktelepe 1

193 RaiffeisenBefektetésiAlapkezelőZrt. 1

194 RajkaésVidékeTakarékszövetkezet 1

195 RCILízingésAutófinanszírozásiZrt. 1

196 RedSandsLifeAssuranceCompany(Europe)Limited 1

197 SajóvölgyeTakarékszövetkezet 1

198 SAVARIATakarékszövetkezet 1

199 SKILLPénzügyiésTanácsadóZrt. 1

200 SolarCapitalMarketsÉrtékpapírKereskedelmiZrt. 1

201 SomogyTakarékSzövetkezet 1

202 SzabolcsTakarékszövetkezet 1

203 SzéchenyiKereskedelmiBankZrt.„f.a.” 1

204 SZÉCHENyILÍZINGPénzügyiSzolgáltatóZrt. 1

205 SzegvárésVidékeTakarékszövetkezet 1

206 Szentlőrinc-OrmánságTakarékszövetkezet 1

207 TimberlandCapitalAg. 1

208 TiszafüredésVidékeTakarékszövetkezet 1

209 TradingPointOffFinancialInstrumensLtd 1

210 UniCreditBankAustriaAG 1

211 VámosgyörkésVidékeTakarékszövetkezet 1

212 WHSelfinvestS.A. 1

213 XFOREXTradeOnline 1

214 ZALABESTKövetelésbehajtóésProblémamegoldóKft. 1

215 ZEECAPITALPénzügyiSzolgáltatóZártkörűenMűködőRt. 1
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ANNEX 11

Number of financial service providers involved in settlement cases  
(in descending order by number of cases)

 Number of financial service providers involved in settlement cases Number of cases

1 LombardPénzügyiésLízingZrt. 1614

2 OTPBankNyrt. 1 337

3 ErsteBankHungaryZrt. 1329

4 MerkantilBankZrt. 1 311

5 K&HBankZrt. 1289

6 BudapestAutófinanszírozásiZrt. 974

7 RaiffeisenBankZrt. 912

8 AXABankEuropeSAMagyarországiFióktelepe 619

9 CIBBankZrt. 567

10 MKBBankZrt. 527

11 CIBLízingZrt. 479

12 BanifPlusBankZrt. 398

13 FHBKereskedelmiBankZrt. 360

14 BudapestBankZrt. 330

15 UniCreditBankHungaryZrt. 309

16 MKBEuroleasingAutóhitelZrt. 293

17 OTPFaktoringZrt. 212

18 OTPJelzálogbankZrt. 205

19 SUMMITPénzügyiZrt. 183

20 AEGONMagyarországHitelZrt. 171

21 PorscheBankZrt. 148

22 SantanderConsumerFinanceZrt. 133

23 UCBIngatlanhitelZrt. 116

24 MerkantilCarGépjárműLízingZrt. 99

25 ArgentaLízingPénzügyiSzolgáltatóZrt. 94

26 RaiffeisenLízingZrt. 82

27 KDBBankEurópaZrt. 78

28 SberbankMagyarországZrt. 75

29 FHBJelzálogbankNyrt. 58

30 ToyotaPénzügyiZrt. 56

31 ArgentaCreditPénzügyiSzolgáltatóZrt.„v.a.” 54

32 PSAFinanceHungáriaZrt. 49

33 BancoPrimusFióktelepMagyarország 46

34 OTPIngatlanlízingZrt. 44

35 RetailProdZrt. 43

36 HitexPénzügyiSzolgáltatóZrt. 42

37 KoronaKreditJelzáloghitelZrt. 41

38 SKILLPénzügyiésTanácsadóZrt. 41

39 RCILízingésAutófinanszírozásiZrt. 28

40 UniCreditLeasingHungaryZrt. 28
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41 MagyarCetelemBankZrt. 26

42 Mercedes-BenzCreditPénzügyiSzolgáltatóHungaryZrt. 22

43 CreditHouseMagyarországIngatlanfinanszírozásiZrt. 21

44 EOSFaktorMagyarországZrt. 21

45 FinalpZrt. 21

46 PénzügyiStabilitásiésFelszámolóNonprofitKft. 20

47 PESTIHITELZrt. 20

48 QualityFinancial(Magyarország)PénzügyiSzolgáltatóZrt.„f.a.” 20

49 CitibankEuropeplc.MagyarországiFióktelepe 16

50 MagNetMagyarKözösségiBankZrt. 16

51 ErsteLeasingAutófinanszírozásiZrt. 15

52 IMPULS-LEASINGHungáriaSzolgáltatóKft. 15

53 SopronBankZrt. 15

54 ÁHFÁltalánosHitelésFinanszírozásiZrt. 14

55 ARGENTAFaktorPénzügyiSzolgáltatóZrt. 14

56 MKBEuroleasingAutólízingZrt. 13

57 CreditServicePénzügyiSzolgáltatóZrt.„f.a.” 12

58 IntrumJustitiaKöveteléskezelőZrt. 12

59 MagyarIngatlanhitelPénzügyiZrt.„f.a.” 11

60 MagyarZáloghitelFaktorálóésPénzügyiSzolgáltatóZrt. 11

61 DunaIngatlanfinanszírozóZrt. 10

62 FHBIngatlanlízingZrt. 10

63 K&HPannonlízingPénzügyiSzolgáltatóHoldingZrt. 10

64 MKB-EuroleasingPénzügyiSzolgáltatóZrt. 10

65 DUNATakarékBankZrt. 9

66 MKKMagyarKöveteléskezelőZrt. 9

67 MecsekvidékeTakarékszövetkezetMecseknádasd 8

68 PlanetLeasingZrt.„f.a.” 8

69 CIBIngatlanlízingZrt. 7

70 DunacorpFaktorházZrt. 7

71 FundamentaLakáskasszaZrt. 7

72 MorganHitelésFaktorPénzügyiSzolgáltatóZrt. 7

73 Silver-CreditIngatlanHitelZrt.„f.a.” 7

74 ZEECapitalPénügyiSzolgáltatóZrt.„f.a.” 7

75 BORSODTAKARÉKTakarékszövetkezet 6

76 IMPULS-LEASINGHungáriaPénzügyiLízingZrt. 6

77 MagyarTakarékszövetkezetiBankZrt. 6

78 ÁHFLízingPénzügyiZrt. 5

79 CofidisMagyarországiFióktelepe 5

80 HSBCCreditPénzügyiSzolgáltatóZrt. 5

81 INTER-FAKTORPénzügyiZrt. 5

82 KinizsiBankZrt. 5

83 PannonTakarékBankZrt. 5

84 SzigetváriTakarékszövetkezet 5
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85 BanküzletVagyonkezelőésHasznosítóZrt. 4

86 BükkaljaTakarékszövetkezet 4

87 CESSIOKöveteléskezelőZrt. 4

88 Faktor-RingPénzügyiésTanácsadóZrt. 4

89 InHoldPénzügyiZrt. 4

90 K&HAutófinanszírozóPénzügyiSzolgáltatóZrt. 4

91 MagyarIngatlanhitelPénzügyiZrt.f.a. 4

92 NHBNövekedésiHitelBankZrt. 4

93 PartiscumXITakarékszövetkezet 4

94 PátriaTakarékszövetkezet 4

95 UniCreditJelzálogbankZrt. 4

96 AlsónémediésVidékeTakarékszövetkezet 3

97 AXONPénzügyiésLízingZrt. 3

98 BakésVidékeTakarékszövetkezet 3

99 BorotaiTakarékszövetkezet 3

100 BudapestLízingZrt. 3

101 CooperIngatlanFinanszírozásiZrt.„f.a.” 3

102 CREDITHOUSEMagyarországJelzáloghitelezésiZrt. 3

103 DELTAFaktorPénzügyiZrt. 3

104 FókuszTakarékszövetkezet 3

105 HévízésVidékeTakarékszövetkezet 3

106 LánchídHitelésFaktorFinanszírozásiZrt.„f.a.” 3

107 MerkantilIngatlanLízingZrt. 3

108 PannoninvestLibraPénzügyiSzolgáltatóZrt. 3

109 ProvidentPénzügyiZrt. 3

110 Reg-FinancePénzügyiésSzolgáltatóZrt. 3

111 SajóvölgyeTakarékszövetkezet 3

112 Szentlőrinc-OrmánságTakarékszövetkezet 3

113 ALBATakarékszövetkezet„f.a.” 2

114 ArthurBergmannHungaryPénzügyiZrt 2

115 BoldvaésVidékeTakarékszövetkezet 2

116 BRBBudaRegionálisBankZrt.f.a. 2

117 CentrálWorkoutPénzügyiZrt. 2

118 DefactoringPénzügyiSzolgáltatóZrt. 2

119 DíjbeszedőFaktorházZrt. 2

120 ÉrsekvadkertésVidékeTakarékszövetkezet 2

121 FőnixTakarékszövetkezet 2

122 HatvanésVidékeTakarékszövetkezet 2

123 HETAAssetResolutionMagyarországZrt. 2

124 Kis-RábamentiTakarékszövetkezet 2

125 KondorosiTakarékszövetkezet 2

126 LMGLINVESTPénzügyiZrt. 2

127 LombardZalaPénzügyiSzolgáltatóZrt. 2

128 NewChanceCreditPénzügyiSzolgáltatóZrt. 2



MAGYAR NEMZETI BANK

AcTIvITIEs of ThE huNGARIAN fINANcIAl ARBITRATIoN BoARd • 2015100

 Number of financial service providers involved in settlement cases Number of cases

129 OberbankAGMagyarországiFióktelepe 2

130 Q.13.PénzügyiZrt. 2

131 QUAESTORBankZrt. 2

132 QUAESTORJelzálogFinanszírozásiZrt. 2

133 SzentesiHitelszövetkezet 2

134 TiszaTakarékszövetkezet„v.a.” 2

135 ZalavölgyeTakarékszövetkezet 2

136 ZirciTakarékszövetkezet 2

137 ÁltalánosKözlekedésiHitelszövetkezet„f.a.” 1

138 Andrew’sLeasingZrt. 1

139 AURUMCreditZrt. 1

140 BKSBankAG 1

141 CapitalHitelházZrt. 1

142 CARIONFinanszírozásiCentrumZrt. 1

143 CITy-LEASINGPénzügyiSzolgáltatóZrt. 1

144 Credit-cashFaktoringésPénzügyiSzolgáltatóZrt. 1

145 CREDITIÁLPénzügyiSzolgáltatóZrt. 1

146 DRBDÉL-DUNÁNTÚLIRegionálisBankZrt.„f.a.” 1

147 DUNATAKARÉKBANKZrt. 1

148 EgerésKörnyékeTakarékszövetkezet 1

149 EndrődésVidékeTakarékszövetkezet 1

150 FONTANACreditTakarékszövetkezet 1

151 ForrásTakarékszövetkezet 1

152 FüzesTakarékSzövetkezetiHitelintézet 1

153 HungáriaTakarékTakarékszövetkezet 1

154 IMONESIngatlanforgalmazóKft. 1

155 INGPénzügyiLízingMagyarországZrt. 1

156 KéthelyésVidékeTakarékszövetkezet 1

157 KRISTÁLyIngatlan-ésAutólízingZrt. 1

158 MagyarFaktorházZrt. 1

159 MediCreditPénzügyiSzolgáltatóZrt. 1

160 MILTONFinanszírozásiZrt. 1

161 MILTONHitelezésiZrt. 1

162 MKBEurocreditZrt. 1

163 MohácsiTakarékBankZrt. 1

164 NagykátaésVidékeTakarékszövetkezet 1

165 NyúlésVidékeTakarékszövetkezet 1

166 OberPénzügyiLízingSzolgáltatóZrt. 1

167 OneyMagyarországPénzügyiSzolgáltatóZrt. 1

168 OTPLakástakarékpénztárZrt. 1

169 Pannon2005FaktorésHitelZrt. 1

170 PannonHitelPénzügyiZrt. 1

171 PartnerLeasingZrt.„f.a.” 1

172 PilisvörösvárésVidékeTakarékszövetkezet 1
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 Number of financial service providers involved in settlement cases Number of cases

173 PILLÉRTakarékszövetkezet 1

174 PKKöveteléskezelőZrt. 1

175 PolgáriTakarékszövetkezet 1

176 PrimátusPénzügyiSzolgáltatóZrt. 1

177 RenaultCreditRCIZrt 1

178 SIGMAFAKTORINGZrt. 1

179 SomogyTakarékSzövetkezet 1

180 SparkasseHainbrug-Bruck-NeusiedlAG 1

181 SuidexHungaryPénzügyiZrt. 1

182 TERRACREDITPénzügyiSzolgáltatóZrt. 1

183 TétiTakarékszövetkezet 1

184 TITÁNFAKTORPénzügyiSzolgáltatóZártkörűenMűködőRészvénytársaság 1

185 UniCreditIngatlanlízingSzolgáltatóZártkörűenMűködőRészvénytársaság 1

186 UniCreditLeasingImmoTruckPénzügyiSzolgáltatóZártkörűenMűködőRészvénytársaság 1
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ANNEX 12

Operating Procedures of the Financial Arbitration Board

1  OPERATING PRINCIPLES

TheFinancialArbitrationBoard(hereinafter:FABorBoard)performsthetasksdelegatedtoitbasedonthe
rulessetforthinActCXXXIXof2013onMagyarNemzetiBank(MNBAct)andinaccordancewiththeoperating
principlescorrespondingtoCommissionRecommendation98/257/EC.TheRecommendationstipulatesseven
principles,whichalsoserveastheoperatingprinciplesofFABandappearintheformofspecificlegislative
provisionsintheMNBAct.

1. Independence
2. Transparency
3. Adversary procedure 
4. Efficiency
5. Legality 
6. Liberty 
7. Possibility of representation

1. Independence

TheFAB,asaBody, isan independentorganisation–whichcannotacceptorders–operatingwithinthe
organisationalframeworkoftheMagyarNemzetiBank,theindependenceofwhichappliesnotonlytothe
Board,butalsotoitschairandmembers.ThechairoftheBoardisappointedfor6years,whosemandate
maybeterminatedinthecasesstipulatedintheMNBAct.–Sections96(2),97(2),100(1),(2),(4)and101
(4)oftheMNBAct.

2. Transparency

FABprovidesinformationonitsactivityandtherulesgoverningitsoperatingactivitiesonitswebsite(www.
mnb/felügyelet/pbt),onacontinuousbasis,initsannualreportanduponrequest.–Sections99,115and
129-130oftheMNBAct.

3. Adversary procedure 

ItisensuredintheproceedingsofFABthatthepartiescanappearatthehearingsinpersonandpresenttheir
positionbothorallyandinwriting.Thefinancialserviceprovidersaffectedbythepetitionsareobligedto
cooperate.–Section108oftheMNBAct.

4. Efficiency

TheproceedingsofFABarefast;theactingpanelsetsthedateofthehearingwithin60daysfromthereceipt
ofthecompletepetitionsandcompletestheproceedingswithin90days.ThechairofFABmayprolongthis
deadlineononeoccasionpercasebymaximum30daysathis/herowndiscretion.Theprocedureisfreefor
boththepetitionerandthefinancialserviceprovider,theprocedureofFABisfreeofcharge,buttheincurred
costs(ifany)arebornebytheparties.–Sections106(3)and112(5)oftheMNBAct.

5. Legality 

AllmembersofFABareexperiencedemployeesoftheMagyarNemzetiBankandholdadegreeinlawand
passedthebarexamand/orholdadegreeineconomics,andgainedexperienceinoneofthefieldsofthe
financialsectorand/orincourt.Allemployeesperformtheirworkinaprofessionalmanner,intheknowledge

http://www.mnb/fel%C3%BCgyelet/pbt
http://www.mnb/fel%C3%BCgyelet/pbt
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ofandrelyingontheapplicablelaws.Theyareindependentandimpartialinthespecificcasestheymanage.
–Sections97(1),(3)and98(4)-(7)oftheMNBAct.

6. Liberty 

ThedecisionsofFABdonotprejudicetheconsumers’righttobringtheircasetothecourt.TheActprovides
theopportunityforlegalremedyagainstFAB’srecommendationsandbindingdecisions.–Sections116-117
oftheMNBAct.

7. Possibility of representation

ThepartiesmayactintheproceedingsatFABinpersonorthroughaproxy.Eitherofthepartiesmayact,at
theirdiscretion,viaaproxy.Theproxymaybeanynaturalorlegalperson,aswellasentitieswithoutlegal
status.ThepetitionermayparticipateatthehearingsoftheFABproceedingsinpersonevenifhe/shewishes
toberepresentedbyaproxy.–Section110oftheMNBAct.

2  THE ORGANISATION

1.TheorganisationofFABcomprisesofthechair,thedepartmentsincludingthemembersofFAB,andthe
office.ThechairofFABrepresentstheBoardandseestothelegitimateoperationthereof.ThechairofFAB
issubstitutedbytheofficedirector.

2.The members are organised into departments. Each department is managed by a member, i.e. the
departmenthead.Thedepartmentheadsorganisethedepartments’workandareresponsibleforensuring
thatthecasesassignedbytheofficetothedepartmentaresettledbythedeadlineandinaccordancewith
thelegalprovisions.ThemembersofthedepartmentsarethemembersofFAB;themembersofthepanels
actinginthespecificcasesareappointedwithinthedepartmentbythedepartmentheads.Thepersonal
compositionoftheactingpanelsisnotconstant.

Duties of the department heads:
–appointthemembersofthepanelactinginthespecificcasesandthechairoftheactingpanel,
–monitorthecasesmanagedbytheactingpanelsandenforcethedeadlines
–compilethelistofhearings,determinethedateandvenueofthehearingsandcoordinatewitheachother
–seetoensuringthatallmembersoftheactingpanelarepresentatthehearing,andthatsubstitutioncan
beorganisedifnecessary;ifthisisnotpossible,theynotifythedirectoroftheofficeoftheirsubstitution
requirementandotherconditionsnecessaryfortheiroperation

–seetothebalanceddistributionoftheworkload
–delivertheinformationobtainedatthemanagementmeetingtothemembersofthepanels
–makeproposalsforthemembers’leavesofabsence
–reporttothechairofFABontheexperiencesgainedduringtheoperationofthedepartment
–prepareasummaryontheprofessionalworkofthedepartment,processtheexperiencesofthecasesand
makeproposalsforlegislationand/ortheamendmentoflaws

–initiatethelevyingofpenaltiesifthelegalconditionsthereofexist.

3.Theofficeismanagedbytheofficedirector;thestaffoftheofficecompriseoftheexperts,thelegalofficial(s),
theBoard’sspokesperson,assistantsandtrainee(s).

Responsibilities of the office director:
–performsthetasksrelatedtothesubstitutionofthechair
–managestheoffice,ensuresthattheadministrativetasksareperformedinduecourse,seestogranting
leavesandorganisingsubstitutions

–assignsthecasestothedepartments,andensuresthebalanceddistributionoftheworkloadasmuchas
possible
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–operatesthecaseregistrationsystem,managesthearchivingandensurestheupdatingoftheFABwebsite
–seestocompilingthestatisticalpartoftheannualreports
–harmonisesthepracticeappliedbytheactingpanelsinordertoestablishtheuniformapplicationoflaw,
–ensuresthatthesampledocumentsexistandarekeptup-to-date
–liaiseswiththeAdministrativeLitigationDepartmentwithregardtolitigations,andseestotheregistration
oflitigationsandthedatasupply

–seestotherejectionortransferofcaseswherethelackofcompetencecanbeestablishedwithoutasking
foradditionaldocuments;inothercasesassignsthecasetoadepartment

–seestocompilinglawmonitoringbulletins,andtoorganisingprofessionalandlanguagetrainings
–liaiseswithotherconciliationboards,theConsumerProtectionDepartmentandtheFinancialConsumer
ProtectionCentre.

3  POWERS AND COMPETENCE

1.ThecompetenceofFABincludesthesettlementofthedisputesbetweenthefinancialserviceproviders
supervisedbytheMagyarNemzetiBankandtheconsumersrelatedtothelegalrelationsestablishedforthe
purposeofusingcertainfinancialservices(financialconsumerdisputes)outsidethecourt.Theactingpanels
oftheFABtrytomediateacompromisebetweenthepartiesandapprovethecompromisebyaresolution.
Intheabsenceofcompromisetheymaymakearecommendationorabindingresolution,orterminatethe
proceedings.

2.FABalsodealswiththeequitypetitionssubmittedtoit.Inthecaseofsuchpetitionsitmediatesbetween
thefinancialserviceproviderandthepetitionerwithaviewtoreachacompromise.Intheabsenceof
acompromiseitclosesthecasewithaterminatingresolution.

3.TheBoardcommencestheproceedingsrelatedtothepetitionsagainstdebtmanagementcompanies–
subjecttotheexistenceofcertainstatutoryconditions–ifitcanbeclearlyestablishedthatthepurchased
receivableusedtobealegalrelationshipbetweenafinancialserviceprovidersupervisedbytheMNBand
theconsumerforthepurposeofprovidingfinancialservices.Inothercasesitestablishestheabsenceofits
competenceand,subjecttosimultaneousnotificationofthepetitioner,transfersthecasetotheconciliation
boardhavingcompetencebasedonthepetitioner’splaceofresidence.

4.Theofficeinspectsthereceivedpetitionsintermsofcompetence.IftheabsenceofBoard’scompetence
canbeestablishedonthebasisofthecontentofthepetitionwithoutrequestingadditionaldocuments,
itrejectsthepetitioncitingabsenceofcompetence.Theresolutionontherejectionissignedbythechair
oftheBoardortheofficedirector.Iftheabsenceofcompetencecannotbeestablishedwithoutaskingfor
additionaldocuments,theofficedirectorassignsthecasetooneofthedepartmentsandtheheadthereof
seestoappointingthepanelactinginthecase,which–asaresultofthesupplementingprocedure–can
establishwhetherornottheBoardhascompetence.Asaresultoftheexaminationofcompetence,either
proceedingsonthemeritsofthecasearelaunchedortheactingpanelrejectsthepetitioncitingabsence
ofcompetence,andsendsittothecompetentorganisation,simultaneouslynotifyingthepetitioner.

5.TheBoardhasnationwidecompetence.

4  THE ACTING PANELS 

1.Theappointmentoftheactingpanelsisthedutyofthedepartmentheads;thepersonalcompositionof
thepanelsisnotconstant.Thedepartmentheadsappointthechairandtwomembersofthepanelacting
incasesassignedtothedepartmentfromthemembersofthedepartment.Ifoneofthemembersofthe
panelappointedforthecasecannotattendthehearing,thesubstitutionmustbeensuredbythedepartment
head.Thedepartmentheadmodifiestheappointmentoftheactingpanelifanyofthemembersmustbe
excluded,hisemploymentwiththeMagyarNemzetiBankceasesbeforethehearingorheisdischargedof
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hisworkduties,orifduetothelong-termabsenceorpreventionoftheappointedmembertheappointment
shouldbechanged.

2.Theactingpanelscompriseof3persons,thechairofthepanelandtwomembers.Thechairofthepanel
presidesthehearing,oneofthetwomembersistherapporteur,whiletheothermemberkeepstheminutes;
orthechairofthepanelmayalsoactasrapporteur.

3.Theminute-keeperpanelmemberensurestheavailabilityof thesampledocumentsnecessary forthe
hearing,andcommitstherecommendationandthepanel’sresolutions–withtheexceptionofthebinding
resolutions–towriting,finalisestheminutesafteragreeingonthemwiththeparties,seestothesigning
thereof,deliversthemtothepartiesatthehearingandseestothepostaldeliverythereoftotheabsent
parties.

4.  The panel member appointed as the rapporteur of the case:
–followingtheinvestigationofcompetenceensuresthat–asaresultofthesupplementingorwithout–the
petitionscanbediscussedonthemerits,

–intheabsenceofcompetence,sendsthepetition–simultaneouslynotifyingthepetitioner–withoutdelay
tothecompetentorganisation(transfer)and/orpassesaresolutionofrejection,

–checkswhetherthedeclarationofsubmissionexists,andmakesthenecessaryinstrumentsavailable,
–preparesthenecessarynoticesandensuresthatthosecomplywiththerules,
–setsthedateofthehearing,andnotifiestheparties,attachingthecopyofthepetition,onthevenueofthe
hearing,thecompositionofthepanelandtheinitiativetowaivethehearing;thenoticemaybesignedby
anymemberoftheactingpanel,

–inthenoticehecallsuponthefinancialserviceprovidertomakeadeclarationinananswer,andremindsit
ofthelegalconsequencesofnon-compliancewiththisobligation;callsuponthefinancialserviceprovider
todelegateapersontothehearingwhohasthepowerstomakeacompromiseorholdsthenecessary
authorisationtodothis

–ifthedeadlineopenforanswerexpireswithoutresult,hecallsuponthefinancialserviceprovidertocomply
withitsobligationtocooperate

–forthwithsendsthecopyofthefinancialserviceprovider’sanswertothepetitioner;ifthisisnotfeasible,
theanswerisdeliveredandreadoutatthehearing

–inthecaseofcross-borderfinancialconsumerdisputes,heforwardstheconsumer’spetition,recordedon
thestandardformusedinFIN-Net,tothealternativedisputeresolutionforum,participatinginFIN-Netand
residinginanotherEEAcountry,havingpowerandcompetenceinrespectoftheproceeding

–atthehearingherepresentstheprofessionalpositionsagreedinadvancewiththeothermembersofthe
panel,,

–attemptstomediateacompromise,failingwhich–ifthepaneldeemsjustified–preparestherecommendation
orthebindingresolutionandseestothedeliveryoftheinstrumentsbypost

–recordsthedatarelatedtothecaseintheFAB’scaseregistrationsystemandkeepsthemup-to-date.

5.The chair of the acting panel:
–ensuresthatthehearingsareconductedlegitimately,strivingfortheshortestpossibledurationandthe
mostefficientoperation

–isresponsiblefortheuseofthepanel’sseal
–reportstothedepartmenthead,ifthefinancialserviceproviderfailstoattendthehearing
–forwardstherequestforexclusiontothechairofFAB;ifthepetitionislate,reportsthisfact;notifiesthe
partiesofthemeasurestakenbythechairofFABinrelationtotherequestforexclusion

–opensthehearing,ascertainstheidentityofthepersonspresent,ascertainsthattherightofrepresentation
isproperlyconfirmed,seestotherecordingof thenecessarydata in theminutesandtoattachingthe
instrumentconfirmingtherightofrepresentationtothedocuments

–remindstheattendeesthatnodevicedisturbingthepeaceofthehearingmaybeusedandvideoandvoice
recordingatthehearingisprohibited;seestokeepingtheorderofthehearing;uponseveredisturbanceof
peaceforthwithnotifiesthesecuritystaffand,ifnecessary,thepolice
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–informsthepartiesoftheirproceduralrights
–presidesthehearing;stipulatesthesequenceoftheactionstobeperformedatthehearing
–intheabsenceofcompromise,obtainsthedeclarationoftheattendeesonmaintainingorsupplementingtheir
statementsmadeinthepetitionandintheanswer;remindsthepetitionerabouttherestrictionsapplicable
tothemodificationorsupplementationofthepetition

–decidesontherequesttosupplementtheminutes
–uponthefulfilmentoftheconditionsdeclaresthehearingclosed
–reopensthehearing,ifaftertheclosingofthehearingitappearspracticableforthepurposeofclarifying
importantcircumstances/questionsorobtainingdeclarations

–announcesthedecisionoftheactingpanel.

5  BOARD MEMBER ACTING ALONE

1.Financialconsumerdisputesrelatedtoanamountnotexceedingfifty-thousandforints,orrepresenting
adisputesubjecttosimplejudgementorcontainingapetitionofequityareprocessedbyasingleboard
member.Themodificationofthepetitionhasnoimpactonthis.

Case subject to simple judgement:basedonthepetitionandtheattachedinstrumentsthefactualandlegal
judgementofthecase,itdoesnotrequireprofessionalconsultationorspecialpreparations,andthecaseis
onethatoriginatesfromcommonservicesoccurringinlargenumbersineverydaylifeand/orgeneratesalarge
numberofdisputes.

Case of equity:thecasewherethepetitionerappliestoanyfinancialserviceproviderforpreferentialterms
oreasinginviewofhispersonalorfinancialcircumstances.

2.Thedepartmentheadinspectsincasesassignedtothedepartmenttoestablishwhethertheconditionsof
actingasasingleboardmemberexist.Ifyes,heappointsfromthemembersofthedepartmenttheboard
membertoactalone.Anymemberofthedepartmentmaybeappointedassuch.Thedepartmenthead
maychangetheappointmentuponthepreventionoftheappointedmember.

3.Theboardmemberactingaloneatthehearingseestokeepingtheminutes;hemayuseaminute-keeper
fromtheFABstaff.Otherwisehisproceedingsaregovernedbytheoperatingregulationsmutatismutandis.
Duringtheproceedingstheboardmemberactingaloneisentitledtothesamerightsandburdenedbythe
sameobligationsthatapplytotheactingpanel.

6.  CONFLICT OF INTEREST, PREJUDICE AND EXCLUSION

1.Thedepartmentheadmaynotappointsuchactingpanelincasesassignedtothedepartmentbytheoffice
director,anymemberofwhichorthemember’scloserelative,asdefinedintheCivilCode,isinvolvedor
stakeholderinthecase,ortheorganisationinvolvedinthepetitionisafinancialserviceprovideratwhichthe
member’scloserelativelivinginthesamehouseholdisanemployeeorseniorofficial,suchasthemember
oftheBoardofDirectorsorSupervisory(relation-basedconflictofinterest).

2.Nosuchpanelmembermaybeappointedas thememberof theactingpanelofwhomtheunbiased
judgementand/orobjectiveresolutionofthegivencasecannotbeexpectedforotherreasons(prejudice).
Prejudicemeansifthememberofthepanelusedorusesanyservicesofthefinancialserviceprovider
basedonindividualassessmentunderconditionsthatsubstantiallydifferfromthosepubliclyannounced.

3.Shouldanappointmentbemadedespitetheexistenceofrelation-basedconflictofinterestorprejudice,
therespectivemembermustnotifythedepartmentheadandthechairofFABofthisfactinwritingwithin
oneworkingdayfromnoticingit,andthedepartmentheadmusttakeimmediatemeasurestoeliminate
thesecircumstances.
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4.Eitherofthepartiesmaysubmitanexclusionrequestagainstanymemberoftheactingpanel,ifhecan
confirmsuchcircumstancethatraisesdoubtsabouttheindependenceorimpartialityofthemember.The
reasonedwrittenrequestmustbesubmittedwithin3workingdaysfromthedaywhenthegivenparty
obtainedknowledgeofthecompositionoftheactingpanel.Theexclusionrequestisdecidedbythechairof
FABafterhearingtherespectiveboardmemberinthepresenceofhiscompetentdepartmenthead.Ifthe
exclusionrequestisjustified,thechairofFABasksthedepartmentheadtoappointanotherpanelmember
inthecase.Thechairoftheactingpanelnotifiesthepartiesinwritingaboutthemeasurestaken.

5.Thememberoftheactingpanelwhoreportedthereasonforexclusionapplicabletohim,mustnotactin
theassessmentofthefinancialconsumerdisputeuntilthesettlementofthisnotification.Inothercases
therespectivepanelmembermaycontinuetoact,butuntilthesettlementofthenotificationhemustnot
participateinpassingthedecisiononthemerits.

6.Thechair,themembersofFABandthestaffoftheofficemaynotsubmitapetitiontoFAB;theyshouldsettle
theircontractualdisputesagainstthefinancialserviceprovider,asfaraspossible,directlywiththeservice
provider,orifthatfails,byanyotherlegalmeans.

7  EXAMINATION OF THE PETITIONS AND THE ANSWER

1.Thepanelactinginthecaseexaminesthepetitionwithin8daysfromthestartoftheproceedingstoassess
whether itbelongs to thecompetenceof theBoard.Nocompetenceexists for theassessmentof the
petition,if
a)thepetitionerdoesnotqualifyasaconsumer,
b)thepetitionisnotagainstafinancialserviceprovider,
c)thepetitionwassubmittedagainstadebtmanagementcompany,buttheunderlyinglegalrelationship
wasnotaimedatfinancialservices

d)thesubjectofthepetitionisnotafinancialconsumerdispute.

Thepetitionshouldbereturnedtothepetitionerforsupplementation,ifbasedonthepetitionitcannot
beestablishedbeyonddoubtwhetherornottheBoardhascompetenceinthecase.Itcanbedecidedafter
thesupplementationwhetherthepanelwillnegotiatethecaseonthemerits,orduetolackofcompetence
thepetitionshouldbetransferredorrejected.

2.Thepetition–withtheexceptionofthepetitionofequity–mustbesubmittedinwritingandinoriginalon
thededicatedform,orviathee-governmentcustomerportalthroughthecontactpointsspecifiedinSection
14.Noformalrequirementappliestothepetitionsofequity;however,theseaswellmaybesubmitted
onform150“Generalconsumerpetition”.TheBoardacceptsnopetitions–duringtheproceeding–or
declarations,ine-mail.

Aftertheappointmentofthepanelthereceivedpetitionisexaminedbythepanelactinginthecase.If
thepetitiondoesnotcomplywiththeprovisionsofthelaw,theactingpanelreturnsthepetition–within
15daysfromthereceiptthereof–tothepetitionerforsupplementation,specifyingtheshortcomingsand
allowingadeadlineof8days.Thepetitionisincomplete,ifitdoesnotcontain
a)thename,homeaddressorhabitualresidenceofthepetitioner,
b)thenameandregisteredofficeofthefinancialserviceproviderinvolvedinthedisputeinitiatedbythe

petitioner,
c)thebriefdescriptionofthepetitioner’sposition,andthesupportingfactsandevidences,
d)thepetitioner’sdeclarationontheattemptedsettlementofthedispute,
e)thedocumentcontainingtherejectedcomplaintandtherejection
f)thepetitioner’sdeclarationthathedidnotinitiateanymediationorcivillawsuitinthecase,
g)theproposeddecision,
h)thedocuments–orthecopyorexcerptthereof–onthecontentofwhichthepetitionerreferstoas

evidence,
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i)ifthepetitionerwishestoactthroughaproxy,thepowerofattorneyoftherepresentativehavingfull
disposingcapacitywithinthemeaningofcivillaw,intheformofprivatedeedoffullprobativevalueor
publicinstrument,

j)ifanyspecialdataarealsorelatedtothepetition,thedeclarationofthepetitionertotheeffectthat
simultaneouslywithsubmittingthepetitionheconsentstothemanagementandtransferofsuchspecial
datainaccordancewiththeprovisionsoftheMNBAct,

k)inthecaseofpetitionsforequitabletreatment,thepetitioner’sdeclarationtotheeffectthathehasnot
submittedapetitionforequitabletreatmentearlierbasedonthesamefactsofthecaseforthesameright.

Ifthepetitionoritsannexessubmittedbyelectronicdatacarrierorviae-channeldonotcomplywiththe
effectivebanksecuritytechnologicalrequirementsoftheMagyarNemzetiBankorthehandling/printingof
thedataismadeconsiderablyburdensomeoritisimpossible,theactingpanelmaycalluponthePetitioner
–underpainofrejectionorignoringthegivendocuments–tosubmitthedocuments,providedearlieron
electronicdatacarrier,onpaper.

3.Theactingpanelrejectsthepetitionwithoutfixingahearing,if
a)thesubmissionofthepetitionhasnotbeenprecededbytheinvestigationofhiscomplaint,athisinitiative,

orthepetitionerhasnotpreviouslylodgedafailedpetitionforequitabletreatmenttothegivenservice
provider,

b)thecomplaintwasnotrejected,
c)thereispendingactionbetweenthepartiesbasedonthesamefactsforthesameright,oralreadyanon-
appealablejudgementhasbeenpassedonthesubjectthereof;oriftheproceedingoftheBoardhasbeen
initiatedbeforeanditwasclosedbyaresolution,exceptwheninsuchearlierproceedingthepetition
wasrejectedduetofailuretocomplyortheinadequatecompliancewithcallforsupplementation,orthe
petitionerhaswithdrawnhispetitionorthepartiesjointlyrequestedthattheproceedingbeterminated,

d)thereisacriminalprocedureinprogresswithregardtothecase,inwhichtheconsumeralsorequests
thathiscivilclaimbeenforced,

e)thereisaprocedureinprogressthatinvolvesawarrantforpayment,
f)thereisamediationprocedureinprogressorpreviouslyamediationprocedurehasbeenlaunched,
g)thetimeallowedforsupplementationendedunproductively,
h)thepetitioncannotbejudgedevenafterthesupplementation.
Theactingpanelmayrejectthepetitionwithoutahearing,ifthepetitionerdidnotsubmitonthepetition
formorfailedtosubmittheannexestothepetitiononpaperdespitethecallmadeuponhimtothiseffect.

4.Theproceduraldeadlinescommencefromthedateofthereceiptofthecompletepetition.Ifthepetition
isnotrejected,thechairoftheactingpanelnotifiesthepartiesinduecourseonthedateandvenueofthe
hearing,aswellasontheinitiationofthewaivingofhearinginwriting,attachingtoitthecopyofthepetition.
Insuchnoticehesetsthedateofthehearingwithin60daysfromthecommencementoftheprocedure.
Hedeterminesthedateofthehearinginawaysothat,asfaraspossible,themultiplehearingsinvolving
thesamefinancialserviceproviderareheldonthesamedateoneaftertheother.Thenoticemustcontain
thenamesofthemembersoftheappointedactingpanel.Basedondueconsiderationofthecircumstances
thechairoftheactingpanelmay–ifinhisviewthedecisiononthepetitiondoesnotrequirepersonal
presence–makeaproposalfortheomissionofthehearingandconductingtheprocedureinwriting.The
omissionofthehearingissubjecttobothparties’writtenconsent.

5.Inthenoticesenttothefinancialserviceprovidertheactingpanelcallsuponthefinancialserviceprovider
tomakeadeclarationinananswerwithin15daysfromthereceiptofthenoticeon
a)thelegitimacyofthepetitioner’sclaim,
b)thecircumstancesofthecase,
c)thefailedassessmentofthecomplaint,
d)theacceptanceofthedecisionoftheactingpanelasbindingonit,i.e.onthesubmission
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Inthenoticeitwarnsthefinancialserviceproviderthatifitfailstomakeadeclarationonthemeritsof
thecasetheactingpanelwilldecideonthebasisoftheavailabledata.Itcallsuponthefinancialservice
providertoensurethatthehearingisattendedbyapersonauthorisedtoeffectacompromiseandtomeet
itsobligationtocooperate.ItwarnsthattheFABmaypublishthenameandregisteredofficeofthefinancial
serviceprovider,aswellasitsactivityinvolvedintheprocedure,whichdespitethenoticefailedtomake
adeclarationonthemeritsofthecasewithacontentthatcomplieswiththelaw,failstoattendthehearing
orhinderstheprocedure,andtherebythereachingofacompromise,inanyotherway.Ifthefinancialservice
providermakesanomission,thechairoftheactingpanelreportsthis,throughthedepartmenthead,to
thechairoftheFAB,who–afterconsideringthecircumstances–initiatesattheDeputyGovernorhaving
competencebasedontheprovider’sactivity,thelaunchoftheconsumerprotectionproceedingsagainst
thenon-cooperatingfinancialserviceprovider.

Ifthedocumentortheannexsubmittedonelectronicdatacarrierorviae-channeldoesnotcomplywiththe
effectivebanksecuritytechnologicalrequirementsoftheMagyarNemzetiBankorthehandling/printingof
thedataismadeconsiderablyburdensomeoritisimpossible,theactingpanelmaycalluponthefinancial
serviceprovider–underpainofignoringthegivendocuments–tosubmitthedocuments,providedearlier
onelectronicdatacarrier,onpaper.

6.Initsanswerthefinancialserviceprovidermustindicate,inadditiontothedeclarationswithregardtothe
questionslistedinsub-section5,thefactssupportingitsallegationandtheevidencethereof,attachthe
copiesoftheinstrumentsthatitreferstoasevidence.Theactingpanelpromptlysendsthecopyofthe
financialserviceprovider’sreplytothepetitioner.Ifitisnotfeasibletosendthereplypriortothehearing,
thechairoftheactingpaneldeliversittothepetitioneratthehearinganduponrequestreadsitout.

TheFABdeliversthedocumentstothepartiesbypost.Thedeliverytakesplaceinaccordancewiththespecial
legalprovisiongoverningthedeliveryofofficialdocuments.Inrespectofthepresumeddeliverythelaws
applicabletothedeliveryofofficialdocumentsmustbeapplied.

8  THE HEARING

1.Theactingpanelsholdtheirhearingsinthe3rdfloormeetingroomsofMagyarNemzetiBankatBudapest,
District I, Krisztinakrt. 39.Hearingsareheldeveryworkingday; thedatesand theprecise venueare
determinedbythedepartmentheadsthemselves.Thehearingispresidedbythechairoftheactingpanel,
whodeterminesthesequenceoftheactionsatthehearing.Inadditiontothemembersoftheactingpanel,
theadversepartyandtherepresentativethereofmayaddressquestionstotheparty.

2.Duringthehearingthechairoftheactingpanelmaywarnthepartiesatanytimeiftheyaskquestionsor
presentfactsthatdonotrelatetothecaseindispute.Theactingpanelignoressuchfactsanddata.

3.Thehearingsarenotpublicunlessbothpartiesconsent.Inthiscaseanaudience–inlimitednumber–may
alsobepresentatthehearing.Themaximumnumberoftheaudiencemaybespecifiedbythechairofthe
actingpanel.

4.Aftertheopeningofthehearing,thechairoftheactingpanelverifies–byinspectingthedocumentssuitable
forconfirmingpersonalidentity–theidentityoftheattendees,andascertainstheproperconfirmationof
therepresentationright;thesedataarerecordedbytheactingpanelintheminutesandtheinstrument
confirmingtherightofrepresentationisattachedtotheminutes.Ifeitherpartyfailstoattendthehearing,
itmustbedeterminedonthebasisofthereturnreceiptwhetherthenotificationofthepartyofthehearing
wasmadeproperly.Ifso,thehearingmustbedeemedomittedbytherespectiveparty.Ifeitherpartyfailsto
attendthehearingdespitethepropernotificationordoesnotpresentevidence,theactingpanelconducts
theproceedingsanddecidesonthebasisoftheavailabledocumentsanddata.
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5.Ifthepetitionerauthorisesaproxy,thepowerofattorneymustbemadeoutinaprivatedeedoffullprobative
valueorinapublicinstrument.Ifthepetitionerandhisrepresentativeattendthehearingtogether,the
authorisationmayalsoberecordedintheminutesofthehearing.Iftheproxyorauthorisedrepresentative
attendingthehearingonbehalfofthepartyfailtoconfirmrightofrepresentation,hemaynotrepresent
thepartyatthehearing.

6.Afterascertainingtheidentityoftheattendeesandtheconfirmationoftherightofrepresentation,the
chairoftheactingpanelopensthehearingandwarnstheattendeesthatnodevicethatdisturbsthepeace
ofthehearing,particularlymobilephones,maybeused.Thechairoftheactingpanelinformstheparties
oftheirproceduralrights,
a)therulespertainingtothesupplementationofthepetition,
b)thelegalnatureofthecompromise,thebindingresolutionandtherecommendation,aswellasofthe

factthatthefailuretofulfilthecompromiseandthebindingresolutionvoluntarilyentailsenforcement
bythecourtatthepetitioner’srequest,

c)thesubmissionandtheconsequenceofnon-submission,
d)whetherthefinancialserviceproviderinvolvedinthegivencasehassubmitteditselftotheproceeding

ofFAB(therulespertainingtotheregistrationofthedeclarationsofgeneralsubmissionareincludedin
Annex9),

e)thattheproceedingsdonotprejudicetheenforcementoftheclaimsatthecourt.

7.Theactingpanelattemptstomediateacompromisebetweentheparties.Itremindsthepartiesthatthe
fastestandsimplestwaytosettlethedisputebetweenthemistoeffectacompromise,thereforeiftheysettle
thedisputebetweenthembybringingtheirpositionsclosertoeachother,inamannerthatisacceptable
tobothpartiesanddoesnotviolate the law, thepanelwill approve itby its resolution. If theparties
effectacompromise,theactingpanelapprovesthecompromiseanddeliversit–aftertheannouncement
thereof–totheattendeesinwriting,putdownintheminutesorinaseparateinstrument,anddeclares
thehearingclosed.Ifthecompromiseproposalsubmittedbytheabsentpartyinwritingisacceptedbythe
otherparty,theactingpaneldeliverstheresolutioncontainingthecompromisetotheabsentpartybypost.
Ifthecompromiseiseffectedoutsidethehearing,theactingpanelapprovesthecompromisewithin15
daysfromthereceiptofthelastlegaldeclarationnecessaryfortheaccomplishmentthereofanddelivers
itsresolutionbypost.

8.Ifnocompromiseiseffected,thechairoftheactingpanelobtainsthedeclarationoftheattendeeswhether
theymaintaintheirpositionstatedinthepetitionorintheanswer,orwishtosupplementitverbally.It
remindsthepetitioneroftherestrictionsapplicabletothemodificationandsupplementationofthepetition.
Thepanelsshouldfirstobtainthedeclarationoftheconsumer;thereaftertherepresentativeofthefinancial
serviceprovidermaypresentthefactsandevidencesunderlyingitsdeclarationandmayrequestthatits
writtendeclarationbesupplemented.Afterthedeclarationsandthesupplementationsthemembersofthe
actingpanelmayrequestinformationfromthepartieswithregardtoanyadditionalcircumstances,factsor
datarelatedtothecase.Thepresentedfactsanddatamustbeconfirmed,ifnecessary.Ifatanystageofthe
hearingthepossibilityofacompromisearises,thechairoftheactingpanelinitiatesthatthecompromise
beeffected.Ifthisnecessitatestheconsentofapersonabsentfromthehearing(particularlyinthecaseof
representation),thechairoftheactingpanelmayorderashortbreaksothatthepartyorhisrepresentative
canquicklyobtaintheconsentrequiredforthecompromise.

9.Theprincipleoffreeevaluationofevidenceisenforcedatthehearingwiththeprovisothat
a)allactsofevidencemaybemadeduringthehearing,noon-siteverificationisallowed,
b)noexpertisappointed,butthepartiesmaysubmit–beforethehearing–anexpertopiniontosupport

theirposition,
c)duringthehearingtheactingpanelmayignoretheevidenceswhenthepurposeofwhichwasclearlyto
hindertheproceedings,

d)instrumentscontainingclassifieddatamaybeusedatthehearinginaccordancewithrelevantprovisions
ofthelaw,
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e)ifthepresentedfactsordataarenotevidencedorconfirmed,theactingpanelwillignorethemwhen
makingitsdecision.

10.Uponthejointrequestofthepartiessubmittedatthehearing,orattherequestofthepartypresent,
thehearingmaybepostponedduetoexceptionallyimportantreasons–particularlyduetotheefforts
ofthepartiestoreachacompromise–bysimultaneouslysettingthedateofthenewhearing.Theacting
panelmaypostponethehearingonlyexofficioandforimportantreasons,stipulatingthereason.The
postponementofthehearingdoesnotinfluencethestatutoryfinaldeadlinesetforthecompletionofthe
financialconciliatoryproceedings.Ifafterthepostponementofthehearingthepartieseffectacompromise
andatthesametimetheyconsenttoconductingtheprocedureinwriting,noconsecutivehearingwill
beheld.

11.Ifduringthehearingthepartiesmakenoadditionaldeclarationandthemembersoftheactingpanel
havenoadditionalquestionseither,thechairoftheactingpanel–afterwarningthepartiestothiseffect
–declaresthehearingcompleted.Intheabsenceofacompromise–withtheexceptionofproceedings
launchedbasedonapetitionofequity–thepanelretirestodeliberate.Ifduringthedeliberationany
suchcircumstanceorquestionarisesinrespectofwhichitwouldbepracticabletoobtaintheparties’
declaration,thechairoftheactingpanelopensthehearingtoobtainthat.Thepanelmakesitsdecision
afterassessingandconsideringallofthedeclarationsmadebythepartiesinwritingandverballyandthe
evidencesputatitsdisposal.Theactingpanelmakesitsdecisionincamerabyasimplemajorityofvotes.

12.Themembersoftheactingpaneldecideincamerawhether intheabsenceofcompromisetheypass
abindingresolutionormakearecommendationinthegivencase.Theyalsodecidewhethertoannounce
theresolutionatthattimeorannounceitatanadditionalhearing.Inthelattercasetheresolutionis
committedtowritingwithinfifteendaysafterthehearing.Ifthelegalandfactualassessmentofthecase
issimple,thechairoftheactingpanelannouncesthebindingresolutionortherecommendationatthe
givenhearing.Theannouncementmustcontainthedecisionoftheactingpanelonthemeritsofthe
disputeandthebriefjustificationthereof.Iftheactingpaneldoesnotannouncethebindingresolution
ortherecommendationatthehearing,itinformsthepartiesaboutthedateofthenexthearingverbally.
Theactingpanelsendsnoseparatewrittennoticetothepartiesonthisdate.

13.Itisthedutyoftheactingpaneltoensurethatthebindingresolutionorrecommendationiscommitted
towritinganddelivered.Thewrittenbindingresolutionortherecommendationmustcontainthebrief
decision,and
a)thevenueanddateofthehearing,thedesignationoftheactingpanelandthecasenumber,
b)thesubjectmatteroftheproceedings,thenameandaddress(residentialaddress,registeredoffice)of

thepartiestothedisputeoroftheirrepresentatives,andtheirstatusinthedispute,
c)thenameofthemembersofthepanelactinginthecase,
d)iftheprocedurewasprolonged,thefactthereof,
e)thejustificationofthecontentoftheoperativepart,
f)thenoticetotheeffectthattheresolutionorrecommendationofthepaneldoesnotprejudicethe
consumer’srighttoenforcehisclaimatcourt,

g)noticeto theeffect thatnoappeal liesagainst thebindingresolutionor therecommendation; the
annulmentthereofmayberequestedfromthecourt,

h)thedateofcommittingtheresolutiontowriting,
i)inthebindingresolutionthedecisiononthecostsandonthepartybearingit,
j)theinformationonthelegalconsequencesofthefinancialserviceprovider’sfailuretoperformvoluntarily.
14.Theactingpanelterminatestheproceedingsbyitsresolution,if
a)thepetitionerwithdrawshisclaim,
b)thepartiesagreeontheterminationoftheproceedings,
c)itisimpossibletocontinuetheproceedings,
d)intheviewoftheactingpanelitisunnecessarytocontinuetheproceedingsforanyreason,including

thepetition’slackofgrounds.
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15.Writtenminutesaretakenofthehearing;inexceptionalcasesthechairoftheactingpanelmayauthorise
theuseofotherrecordingdevices.Theminutesaretakenbyamemberoftheactingpanel;theminutes
mustcontain:
a)thenameofthepartiesandtheirrepresentatives,theirstatusintheprocedure.thepetitioner’spersonal

identificationdata(mother’smaidenname,placeanddateofbirth,thenumberofhisIDdocument),
residence(placeofabode),theregisteredofficeofthefinancialserviceprovider,

b)thefactthatthepartieswereinformedoftheirproceduralrightsandobligations,andthewarningsmade,
c)theattempttoeffectacompromise,
d)ifacompromisewaseffected,thefactthereof,
e)theparties’declarationinbrief,
f)thedeclarationsandwarningsofthechairoftheactingpanelrelatedtotheconductofthehearing,
g)theresponsesgiventothequestionsofthemembersoftheactingpanel,
h)thefactsrelatedtotheannouncementanddeliveryoftheresolutionpassedandoftherecommendation,
i)othercircumstances,dataandinformationrelevanttothecaseand/orthehearing.

Apartfromtherecommendationandthebindingresolution,anyresolutionoftheactingpanelmayberecorded
intheminutes.

Themembersof theactingpanelorthepartiesmayrequestthatcertaindeclarationsmadebythembe
recordedverbatimintheminutes.Priortoconcludingthehearingthepartiesmayinspecttheminutes,make
observationsandrequestthatitbecorrectedorsupplemented.

Thechairoftheactingpanelmayrejecttherequesttosupplement,ifitdoes notcontainanyinformationthat
ismateriallyneworsubstantiallydiffersfromwhatwassaid.Theminute-keepermemberofthepanelenters
thefilenumberonthefinalisedminutesanddeliversonecopytoeachoftheattendees.Theminutesmust
bedeliveredtotheabsentpartiesbypost.

9  MAINTAINING THE PEACE AND DURATION OF THE PROCEEDINGS

1.Themaintainingofthepeaceofthehearingsisthedutyofthechairoftheactingpanel.Thechairofthe
actingpanelwarnsthepartydisturbingthepeaceofthehearingthathisconducthindersthehearing,
thereforeifthehearingmustbeterminatedtheactingpanelwillpassitsdecisiononthebasisoftheavailable
data.Whenmakingitsdecisionitwillconsiderduetowhichparty’sconductthehearinghadtobecancelled.
Uponseveredisturbanceofthepeacethemembersoftheactingpanelwillpromptlynotifythesecurity
staffand,ifnecessary,thepolice.

2.Theactingpanelmustconcludetheproceedingswithin90daysfromthecommencementthereofandclose
thecasebyaresolution.Ifitisjustified,thechairoftheactingpanelmayapproachthechairofFABwith
awrittenreasonedrequestpriortotheexpiryofthedeadline,makinguseoftheoptionprovidedbythe
law,toauthorisetheextensionoftheproceduraldeadline.IfthechairoftheFABgrantstherequest,the
proceedingsmaybeprolongedononeoccasionpercaseby30days.

10 DIFFERENT RULES APPLICABLE TO CROSS-BORDER FINANCIAL CONSUMER 
DISPUTES

1.Inthecaseofcross-borderdisputesrelatedtofinancialservicesactivitytheruleslaiddownintheseOperating
Regulationsshallapplywiththederogationsspecifiedinthischapter.Across-borderdisputeisadispute
wheretherespectiveconsumer’shomeaddressorhabitualresidenceisinHungary,whiletheregistered
office,businesssiteorpermanentestablishmentofthefinancialserviceprovidersisinanotherEEAmember
state,orviceversa.

2.Anadditionalconditionforthelaunchoftheproceedingsinconsumercross-borderdisputesrelatedto
financialservicesactivityisthatthefinancialserviceprovidermustsubmititselfinthegivendisputetoFAB’s
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procedureandtherebyacknowledgethedecisionthereofasbindingonit.Intheabsenceofsubmission
theactingpanel

a)informsthepetitioneronthealternativedisputeresolutionforumparticipatinginFIN-NetinanotherEEA
memberstate,havingpowerandcompetencewithregardtothedispute,

b)providesinformationonthespecialrulesapplicabletotheproceedingsofthesaidforum,particularlyon
theneedofpreliminaryconsultationwiththeserviceproviderand,ifnecessary,onthedeadlinesprescribed
forlaunchingtheprocedure,

c)uponthepetitioner’srequestforwardshispetition,recordedontheFIN-Netstandardform,tothealternative
disputeresolutionforumhavingpowerandcompetenceintheotherEEAmemberstate.

3.The acting panel always conducts the proceedings inwriting, but based on the consideration of the
circumstancesitmayinitiateahearing.Thehearingissubjecttobothparties’consent.Thechairofthe
actingpanelappliesthenotificationrules intheprocedurewithahearing,withtheprovisothatupon
initiatingthehearingtheparties’attentionmustbedrawninthenotificationtotheneedofconsent.When
theproceedingsareconductedinwriting,thenotificationshouldcontain,insteadofthedateofthehearing,
theinformationthattheproceedingshavestarted.Ifthechairoftheactingpanelconductstheproceedings
inwriting,theactingpanelmayrequestthepartiestoprovideitwithwritteninformationordocuments,
bysettingadeadline,inordertoestablishwhetherthepetitionisgrounded,Thedeclarationsandposition
ofthepartiesmustbedisclosedtotheadverseparty,whoshouldbegiventheopportunitytodefineits
position.Ifthechairoftheactingpanelconductstheproceedingsinwriting,theresolutionoftheacting
panelmustbepromptlydeliveredtothepartiesonceitispassed.

4.TheprocedureshallbeconductedinEnglish.Theactingpanelwilldeliveritsjudgementinthislanguage,
unlessthepetitionerrequeststhatthelanguageofthedisputedcontractand/orofthecommunication
betweentherespectiveserviceproviderandtheconsumerbeused.

5.ThechairoftheFABmay,ontheproposalofthechairoftheactingpanel,prolongthedeadlineofthe
procedureinjustifiedcasesononeoccasionby90dayspercase.

11 PROCEEDINGS IN CASES RELATED TO SETTLEMENT AND CONTRACT 
MODIFICATION

1.CasesrelatedtothesettlementandcontractmodificationaregovernedbytheprovisionsofActXXXVIIIof
2014,ActXLof2014andActLXXVIIof2014.InthesecasestherulesoftheOperatingRegulationsmustbe
usedwiththederogationsspecifiedinthisSection.

2.Thecasesrelatedtothesettlementandcontractmodification(hereinafter:settlementcase)refertodisputes
wherethepetitionerappliesforthejudgementofthepetitionsdefinedinforms151,152and153,attached
asannexestotheOperatingRegulations.Thepetitionfordecisionmayonlybesubmittedinrespectofthe
petitionsstipulatedinthesaidforms.Shouldthepetitionofthepetitionercoverothersubjectsaswell,the
actingpanelwilltreatitasifthepetitionerhadnotmadethepetitionanditwillnotpassadecisiononthose.

3.ThepetitionermaysubmitapetitiontotheBoardwithin30daysfromthereceiptofthefinancialservice
provider’sletterrejectingthecomplaint,orifthefinancialserviceproviderfailedtorespondtohiscomplaint
within60days.Ifthepetitionerwaspreventedfromthesubmissionofthepetition,hemayinitiatethe
proceedingwithin30daysfromtheterminationoftheprevention,butnotlaterthan6monthsafterthe
deliveryoftherejectionofthecomplaint.Thepetitionermustconfirmthepreventionandthetermination
thereof.
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4.Theuseofthestandardformsismandatory.Ifthepetitionerdoesnotsubmithispetitionontheappropriate
dedicatedformortheformis incomplete,theactingpanelscalluponthePetitioner, indicatingwhatis
missingandallowingadeadlineof8days,tosubmithispetitionontheproperformandsupplementit
withthemissinginformation.Thepetitionisregardedasincompleteifnotallnecessaryfieldsarefilledin,
ifthepetitionerfailstoattachtheannexesindicatedintheform,orthoserequestedbytheactingpanelin
thecallforsupplementation,orfailstomakeadeclarationdespitethecallandintheopinionoftheacting
panelthiscircumstancerenderstheconductoftheproceedingsandthejudgementofthecaseonthe
meritsimpossible.

5.Theremaybeseveralpetitionersinasinglesettlementcase.Ifthereismorethanoneborrowerinthecontract
underlyingthedisputedsettlement,thepetitionmaybesubmittedbytheaddresseeofthesettlement
statementandalsobythepersonnotspecifiedasaddressee,butentitledtodisputethesettlement,jointly
orseparately.

a)Ifanypersonentitledtodisputethesettlementsubmitsthepetitionandstartstheprocedureatadifferent
time,theactingpanelconsolidatesthepreviouslylaunchedpendingprocedurewiththeprocedureinitiated
laterandthereaftercalculatestheproceduraldeadlinesfromthedateoftheconsolidation.

b)Ifanypersonentitledtodisputethesettlementsubmitsacomplainttothefinancialserviceproviderin
respectofacasethatisthesubjectofapendingprocedureoftheFinancialArbitrationBoard,andnotifies
theBoardtothiseffectortheactingpanellearnsaboutthis,theactingpanelshallsuspendthepending
case(s)involvedinthegivensettlement.Thedurationofthesuspensionisnotconsideredforthepurpose
oftheproceduraldeadline.Ifthestatutoryconditionsofthesuspensionnolongerexist,theactingpanel
continuestheprocedure.

6.Thepartiesmaynotsubmitanobjectiononthegroundofthelackofcompetenceintheprocedure.

7.Theactingpanelrejectsthepetitionandterminatestheprocedure,if
a)thecasedoesnotfallwithinthelawsstipulatedinpoint1,
b)thesubmissionofthepetitionwasnotprecededbytheinvestigationofthepetitioner’scomplaintatthe

petitioner’sinitiativeattherespectiveserviceprovider,
c)thecomplaintwasnotrejectedwithinthestatutorydeadline,
d)thepetitionwassubmittedlate
e)thepetitionerfailedtocomplywiththecallforsupplementation,
f)Thepetitioncannotbejudgedevenafterthesupplementation,
g)thepetitionerwithdrawshispetition,
h)thepetitionerandthefinancialserviceproviderjointlyapplyfortheterminationoftheproceedings,
i)thepetitionisunfounded
j)inthecaseofpetitionsaimedatthedispensingwiththeconversionintoforint,theattempttoinvolve
co-borrowersfailed

k)anyofthepetitionerssubmitsapetitionduetothesamereasoninrespectofwhichtheBoardhasalready
passedadecisioninconnectiontothesamesettlement,

l)ifthefinancialserviceproviderpreparedanewsettlementstatement,againstwhichindependentremedy
lies.

8.Theactingpanelsendsthepetitionandtheannexestheretoincopyorinelectronicform,togetherwiththe
noticeonthehearing–ifnecessary–tothefinancialserviceprovider,callinguponittosubmititsresponse
within15daysandtosenditdirectlytothepetitioneraswell.Furthermore,itcallsuponthefinancialservice
providertomakeadeclarationonthelegitimacyofthepetitioner’sclaimandtosubmit–byelectronicdata
carrierinthespecifiedformatandmanner–thesettlementstatementcommunicatedtotheconsumer,the
noticeontheconversionintoforintandtheunderlyingdata,anduponaproposedcompromise,describe
suchcompromiseindetail.
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9.Theactingpanelmaysendthedocumentsgeneratedduringtheproceedings–iftherespectivepartyagrees
toit–throughelectronicchannelsorbyanyothermeans.Forthepurposeofacceleratingtheadministration
thefinancialserviceprovidersmayrequestinrespectofalloftheirpetitionersdeliverybymeansotherthan
post,subjecttotheBoard’sapproval.

10.TheBoardassessesthepetitionsinthree-memberpanelsandinwrittenproceedings,buttheactingpanel
may,atitsdiscretion,holdahearing.Theactingpanelisappointedbeforejudgingthecaseonthemerits.

11.Theprocedureisconductedinwrittenform,iftheactingpanelholdsnohearing.Therulesgoverning
thewrittenprocedurecorrespondtothosegoverningtheprocedureswithahearing,withthefollowing
derogations:
a)theactingpanelnotifiesthepartiesonthestartoftheproceedingsinwriting,
b)priortothedecisiontheactingpanel

i)callsupontherespectiveparties,settingadeadlineofatleast8days,tomaketheirdeclarationson
themerits,otherwiseitpassesadecision;and/or

ii)communicatesthelatestdateforpassingthedecision;nodeclarationonthemeritsmaybesubmitted
afterthedeadlineindicatedinthecallorcommunication.

12.Iftheactingpanelholdsahearing,itsetsthedateofthehearingtoadatewithin75daysfromthestartof
theproceedings,andthemodificationthereofcannotberequested.Ifpriortothesetdatethepartieseffect
acompromiseandthefinancialserviceprovidersendstherelatedsignedinstrumenttotheactingpanel,
within15daysfromthereceiptofthewrittencompromisetheactingpanelapprovesthecompromise,if
itcomplieswiththelawsandcancelsthehearing.

13.Theactingpanelholdsonlyonehearing.Thehearingisnotpublic.Theactingpanelmayprohibitthe
presenceofpersonsotherthanthepartiesandtheirrepresentativesinthechamber.Theactingpanel
maypassadecisionatthehearing,havingconsultedatlowtone.Videoorvoicerecordingmaynotbe
usedatthehearing.

14.Writtenminutesaretakenofthehearing;thechairoftheactingpanelmayauthorisetheuseofother
recordingdevices.Theminutesaretakenandsignedbyamemberoftheactingpanel;Theminutescontain:
a)thenameofthepartiesandtheirrepresentatives,thepetitioner’spersonalidentificationdata(mother’s

maidenname,placeanddateofbirth,thenumberofhisIDdocument),residence(placeofabode),the
registeredofficeofthefinancialserviceprovider,

b)thefactthatthepartieswereinformedoftheirproceduralrightsandobligations,andthewarningsmade,
c)theattempttoeffectacompromise;ifthecompromiseiseffected,itmustbeputonrecord,
d)thedeclarationsofthepartiesinonesentenceeach,
e)thedeclarationsandwarningsofthechairoftheactingpanelrelatedtotheconductofthehearing,
f)thefactsrelatedtothedeliveryofthedecisionpassed.

Priortoclosingthehearingthepanelmembertakingtheminutesreadsouttheminutesandthepartiesmay
commentonit.Thepanelmembertakingtheminutesindicatesthefilenumberonthefinalisedminutes;the
minutesareeitherdeliveredrightatthehearingorbypost.

Theactingpanelmayalsorecorditsresolutioninthehearingminutes;inthiscasetheminutesaresignedby
allmembersofthepanel.

15.Theactingpanelapprovesacompromiseinthecase,orpassesabindingresolutionorrejectsthepetition
andterminatestheproceedings.Thefinancialserviceproviderisboundbythebindingresolutionevenif
ithasnotmadeeitherageneral,oranindividualdeclarationofsubmission.
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16.Thebindingresolutionmustcontain:
a)thename,placeofresidenceormailingaddress,placeanddateofbirthofthepetitioner
b)thenameandregisteredofficeofthefinancialserviceproviderinvolvedinthedisputeinitiatedbythe

petitioner,
c)thebriefsummaryofthedisputeorareferencetothecontentofthepetitionandtheanswer,
d)thedecisionoftheactingpanel,
e)theindicationoftheappliedlaws,
f)theinformationontheavailableremedies,
g)thedateofcommittingtheresolutiontowriting,

17.TheproceedingsoftheBoardarefree;thecostsoftheconsumerincurredinrelationtotheproceeding
maynotbereimbursed,hencenosuchpetitionmaybesubmitted.

18.TheBoardwillnotpublishthebindingresolutions.

19.EitherpartymayinitiateremedyagainstthejudgementoftheBoard.Thepetitionfortheconductofthe
non-litigiouscourtproceduremustbesubmittedtotheBoard,butaddressedtothedistrictcourtoperating
attheseatofthetribunalhavingjurisdictionbasedontheconsumer’sresidence;inthecaseofconsumers
residinginBudapestitmustbeaddressedtotheCentralDistrictCourtofPest.TheBoardsubmitsthe
documentsofthecasealongwiththepetitiontothecompetentcourt.

12  PUBLICATION OF THE DECISIONS

1.FABpublishesitsbindingresolutionsandtherecommendationsonitswebsite,withinthesiteoftheMagyar
NemzetiBank,withoutdisclosingtheidentityoftheparties(anonymously),describingthecontentofthe
disputeandtheresultoftheproceedings,andpreparesasummaryontheapprovedcompromises.

2.IftheannulmentofanyrecommendationofFABwasrequestedatthecourt,therecommendationmaynot
bepublishedwiththenameofthefinancialserviceprovideruntilthecompletionofthecourtprocedure
withafinalruling.Afterthefinalrulingtherecommendation,theforceofwhichwasmaintained,maybe
published.

3.If the financial service provider fails to complywith the recommendation and the 60 days from the
deliveryoftherecommendationtothefinancialserviceproviderhaselapsed,andtheannulmentofthe
recommendationwasnotrequested,therecommendationoftheactingpanelmaybepublishedindicating
thenameofthefinancialserviceprovider.Thenameofthepetitionerinitiatingtheprocedureisnotpublic.

13  RECESS

1.FABisinrecesstwiceayear,insummerandinwinter.ThesummerrecessisinJulyandAugust,whilethe
winterrecessisinDecemberandJanuary.Thedurationoftherecessis8-15workingdaysperoccasion;this
durationdoesnotcountforthepurposeofcalculatingtheproceduraldeadlines.

2.Theexacttime,startandenddateoftherecessesarepublishedbythechairofFABonthewebsiteatleast
onemonthbeforethestartoftherecess.

14  CONTACT DETAILS

1.Ingeneralcases:
–Bylettersentbypost:1525BudapestPf.153.172.
–oraddresseddirectlytoFAB(H-1013BudapestI.,Krisztinakrt39.)
–Bye-mail:ugyfelszolgalat@mnb.hu 
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2.Insettlementandcontractmodificationcases:
–Bylettersentbypost:1539Budapest,Pf.670.

3.Inallcases:

ThecolleaguesoftheMNBCentralCustomerServiceprovideinformationontherulesgoverningtheprocedure
oftheBoardbyphoneore-mail,uponrequestbyphoneore-mail.Noinformationisprovidedonpendingcases.

Since3August2015theBoarddoesnotoperateitsowncustomerservicedesk.

The Board may be contacted as follows:
–Onitsownwebsite:www.penzugyibekeltetotestulet.hu
–AtthecentralcustomerserviceoftheMNB:H-1013Budapest,Krisztinakrt.39.
–Viathedirecttelephonenumber:36-1-489-9700
–Throughthecentralfacsimile:36-1-489-9102

The petitions may be submitted at any of the locations listed below:
–inpersonattheCivilAffairsBureaus
–attheMNBCentralCustomerService,BudapestI,Krisztinakrt39,groundfloor,inperson
–as an e-instrument via the e-government portal on thewww.ugyfelkapu.magyarorszag.hupage, if the
petitionerhasthenecessaryregistration.

IntheofficesoftheNetworkofFinancialAdvisoryOffices,at11locationsnationwide,whereconsultantsare
availabletoprovidehelpforthepropercompletionofthepetitions.(www.penzugyifogyaszto.hu)

Annex 9

RULES GOVERNING THE REGISTRATION OF THE SUBMISSION DECLARATIONS

PursuanttotheprovisionsofSection103(2)ofActCXXXIXof2013ontheMagyarNemzetiBank(hereinafter:
MNBAct)theFinancialArbitrationBoardkeepsaregisteronthesubmissiondeclarationsmadeinaccordance
withSection103(1)oftheMNBActbythepersonsororganisations(financialserviceproviders)fallingwithin
thelawsstipulatedinSection39oftheMNBAct.TheBoarddefinestheadministrativerulesapplicabletothe
registrationofthesubmissiondeclarationinthisregulation.

1.TheBoardkeepsanup-to-dateregisterofthesubmissiondeclarationssubmittedbythefinancialservice
providerstotheFinancialArbitrationBoard.TheregistrationtakesplaceintheITframeworkusedbythe
Boardandequippedwithauserinterfaceaccessibleontheintranet(hereinafter:register).Theeffective
andpublicdataintheregisterarealsopublishedontheBoard’swebsite.

2.ThesubmissiondeclarationssubmittedbythefinancialserviceproviderstotheBoardarefiledandscanned
inaccordancewiththegeneraldocumentmanagementrulesinthedocumentmanagementsystemusedat
theMagyarNemzetiBank.Shouldthefilingofanysubmissiondeclarationbeomitted,theOfficeoftheBoard
willarrangeforthefilingofthegivendeclarationandthereafterfortheregistrationthereofinaccordance
withthepresentrules.

3.ThedesignatedcolleagueoftheOfficeloadsthedataincludedintheregisteredsubmissiondeclarationsin
theregister.Thefollowingdatamustbecaptured:

3.1.thenameofthefinancialserviceprovider;

http://www.ugyfelkapu.magyarorszag.hu/
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3.2.theseatofthefinancialserviceprovider;

3.3.theregistrationnumberofthefinancialserviceprovider;

3.4.themarketclassificationofthefinancialserviceprovider;

3.5.thefactthatsubmissiondeclarationisrestrictedtocertainservicesoramounts,andthecontentofsuch
restriction;

3.6.thevalidityofthesubmissiondeclaration;

3.7.thefilenumberofthesubmissiondeclaration.

4.Ifthefinancialserviceproviderwithdrawsthesubmissiondeclarationormodifiesthecontentthereof,the
designatedcolleagueoftheOfficeshallupdatetheregisterwiththewithdrawalorthemodificationwithin
8daysfromthereceiptofthefileddeclarationbytheBoard.

5.Ifafinancialserviceproviderthatmadeasubmissiondeclarationisdissolvedwithoutalegalsuccessorand
theBoardisinformedthereofbythesaidserviceproviderorfromotherofficialsources,thedesignated
colleagueoftheOfficeshallinvalidatethesubmissiondeclarationinrespectofthesaidfinancialservice
providerwitheffectofitsdissolutionwithoutalegalsuccessor.

6.Ifafinancialserviceproviderthatmadeasubmissiondeclarationisdissolvedwithalegalsuccessorand
theBoardisinformedaboutthedissolutionorthelegalsuccessionbythesaidserviceprovideroritslegal
successor,theBoardshallmodifythedataofthesaidfinancialserviceproviderindicatedintheregister
withregardtothesubmission,orifthesubmissiondeclarationisnotconfirmedbythelegalsuccessor,it
shallinvalidatethesubmissiondeclarationwitheffectofthedissolution.Ifthelegalsuccessorconfirmsthe
submissiondeclarationmadebythefinancialserviceproviderdissolvedwithalegalsuccessorandaccepts
itasbindingonit,thisfactwillbepublishedontheBoard’swebsiteasaseparatespecialannouncement.

7.TheBoardverifiesthecorporatedataofthefinancialserviceprovidersthatmadeasubmissiondeclaration
half-yearly,bythe10thdayofthemonthfollowingtheclosedhalf-year,andifitnoticesanychangeinthe
corporatedataoftheserviceprovider,itupdatestheregisteraccordingly.

8.Followingtheupdatingoftheregisterwiththecontentofthedeclaration,thedesignatedcolleagueofthe
Officeshallarchivethesubmissiondeclarationortheinstrumentcontainingthemodificationorwithdrawal
thereofinaccordancewiththegeneraldocumentmanagementrules.

Annex 10

RULES PERTAINING TO DATA COLLECTION AND THE MANAGEMENT OF DATA 
ASSET

1.DuringitsoperationtheBoardcapturesandstoresthedatareceivedfromthepetitionersandthefinancial
serviceprovidersinitscaseregistrationsystem(FABInfosystem)tothedegreeanduntilthetimenecessary
fortheimplementationofitsactivity,andincompliancewiththerelevantlaws.Itmanagesonlysuchpersonal
andspecialdatathatareessentialfortherealisationoftheobjectiveofthedatamanagementandsuitable
forattainingthegoal.

2.Beyondthepursuanceoftheconciliationactivitythedataalsoservestatisticalpurposes.Thedatacollected
and stored in the case registration systemcompriseof thedata suppliedby thepetitioners, thedata
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requestedinthecallsforsupplementation,andthedatasuppliedbyandaskedfromthefinancialservice
providers.

3.Thecollectedandstoreddataincludeinparticularthefollowingitems:

a)thename,placeofresidenceorabodeofthepetitioner,

b)thenameandregisteredofficeofthefinancialserviceproviderinvolvedinthedispute,

c)alldatarelatedtothepetitionedcase,basedonthedescriptionofthepetitioner’sposition

d)thedataandinformationincludedintheevidencepresentedbythepetitioner

e)theinformationanddataobtainedinconnectiontotherejectedcomplaint

f)thedataandinformationsuppliedbythefinancialserviceproviders

g)thedataofthepersonsactingasproxiesbasedonthepowerofattorneyprovidedbytheparties

h)thedataandinformationrelatedtootherthirdpartiesincludedintheinstrumentsthatthepetitionerand/
orthefinancialserviceproviderreferstoasevidence.

3.TheBoardprovidesthestakeholderwithinthelegislativeframeworkwiththeopportunitytocontrolthe
managementofhisdata,thustherespectivepersonmayrequestinformationonthemanagementofhis
personaldata,thecorrectionorthedeletionofhispersonaldata–withtheexceptionofthemandatory
datamanagementorderedbythelaws–and,ifthelawpermits,hemayobjecttothemanagementofhis
personaldata.Theinformationisprovidedforfree.

4.ForthepurposeofperformingitstaskregulatedbytheeffectiveHungarianlawsandthemandatoryactsof
theEuropeanUnion,theBoardmaymanagepersonalandspecialdata.Intheabsenceofstatutoryauthorisation
orauthorisationbasedontheEuropeanUnion’smandatoryacts,themanagementofthedatamaybesolely
basedonthevoluntaryanddefinite–inthecaseofspecialdata,written–informedconsentofthestakeholder,
wherehegiveshisunambiguousconsenttothemanagementoftherelevantpersonaldatafordefinitepurposes
andwithdefinitescope.Uponobtainingconsentthestakeholdermustbeexpresslyremindedofthevoluntary
natureoftheconsent.SincetheproceduresconductedattheBoardarestartedatthepetitionorinitiativeof
privateindividualsqualifyingasconsumers–inthecaseofthepetitionsforthedeterminationofthesettlement
obligationattheinitiativeofnon-privateindividualpetitionersnotqualifyingasconsumers–intheircase
consentwithregardtopersonaldataprovidedbythemmustbepresumed.

5.TheBoardperformsdatamanagementforadministrativeandregistrationpurposes;inadditiontothis,in
theproceedingslaunchedonthebasisofpetitionsrelatedtothesettlementandfallingwithinActXLof2014
,theBoardalsoforwardsdatatothenon-litigiouscourts.

6.Theadministrativedatamanagementrelatestotheregistration(filing)andprocessingofthecase(petition).
Itsbasicobjectiveistoensuretheavailabilityofthedatanecessaryforconductingtheprocedurerelated
tothegivencase,fortheidentificationoftheactorsofthedatamanagementandtheclosingofthecase.
Inthecourseoftheadministrativedatamanagementpersonaldatamayonlyberecordedindocumentsof
thegivencaseandinthecaseregistrationsystems(FABInfoandIRA,andinsettlement-relatedcasesinthe
FABInfo2andIRA2system);theirmanagementforthispurposelastsuntilthearchivingoftheunderlying
documents.

7.Thedatamanagementforregistrationpurposecreatesadatasetincludedintheinternalrecords,comprising
ofdatafilescollectedonthebasisofdatarangesdefinedinadvanceinthelaws,duringthetimeofthedata
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management,ensuringtheabilitytoretrieveandenquireondatabasedonvariousattributes.Thedataalso
servesstatisticalpurposes;thustheyareusedforcompilingweeklyandmonthlystatistics,andtheBoard’s
AnnualReportasprescribedbytheMNBAct.Basedontheresultofdatacollectionanddatamanagement
thestatisticalconsiderationsincludeparticularlythefollowingitems:

1)Numberofrejectedpetitions

2)Reasonforrejection

3)Numberofcasesclosedwithcompromise

4)Numberofbindingresolutions

5)Numberofrecommendations

6)Numberofpetitionsrejectedafterhearing

7)NumberofcontestedFABdecisions

8)Numberofcourtdecisions

9)Numberofcross-borderconsumerdisputes,serviceprovidersinvolved

10)Subjectofthepetitions

11)Breakdownofpetitioners(petitions)byplaceofresidence

12)Breakdownofpetitionsbytheserviceprovidersinvolved

13)Typesofpetitionedfinancialservices

8.Themanageddatamustbedeletedifthedatamanagementisillegal;ifthedataisincompleteorerroneous,
anditcannotberectifiedlegally,providedthatthedeletionisnotprohibitedbylaw;thepurposeofthe
datamanagementhasceased,orthestatutorydataretentionperiodhasexpired;oritwasorderedbythe
court.TheBoardisobligedtoadjusttheincorrectdata,ifthenecessarydataareavailabletoit.Apartfrom
thestakeholder,thoseentitiesalsomustbeinformedontheadjustmentordeletionofthedata,towhich
thedatawereforwarded(e.g.insettlementcasesthecourtshavingstatutorycompetencetoconductthe
non-litigiousprocedures),exceptwhen,inviewofthepurposeofdatamanagement,thefailuretoprovide
theinformationdoesnotprejudicethelegitimateinterestsofthestakeholder.

9.Thestakeholdermayprotestagainstthemanagementofhispersonaldatatothedataprotectionofficer
oftheMagyarNemzetiBank,inaccordancewithSectionof21ofActCXIIof2011.Inthiscasethedata
protectionofficershallnotifythechairoftheBoardwithoutdelay.Thechairshallmakeadecisionwithin15
daysandiftheobjectionisjustified,theOfficeoftheBoardmustceasethedatamanagement(additional
datacapturinganddatatransmission)andnotifyoftheobjectionandtherelatedmeasuresallentities
towhichithasforwardedthepersonaldatabeingthesubjectoftheobjection,whoshalltakeactionsto
enforcetherightofobjection.

10.Themanagementofthedataassetaccumulatedduringthedatacollection,thedatasetservingstatistical
andregistrationpurposes,andcompliancewiththeprovisionsofthisregulationandthestatutoryprovisions
relatedtodatamanagementaretheresponsibilityofthechairoftheBoard.
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